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In 2014, researchers Levine and Gershenson demonstrated neighborhoods with higher 
rates of first generation immigrant families were less likely than other 
neighborhoods with similar needs to send 311 service requests to their local government. 
Although many first generation immigrants have created established communities, there 
is evidence these communities have been historically under-represented, discriminated 
against, and may view interactions with local government differently than other ethnic 
groups. For this reason, the purpose of this study is to examine the Latino/Latine 
community in Durham NC and its relationship to and level of knowledge of Durham’s 
non-emergency contact system Durham One Call. Through data collected from surveys 
and semi-structured interviews, I seek to answer the following questions: Does the Latino 
population in the City of Durham have knowledge about Durham One Call, the 311 
system that enables citizens to directly interact with their local government? And what is 
their relationship to this system?  
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Between 1990 and 2010 alone, the Latino/Latine population in the United States grew by 
252 percent, reaching 21.2 million. Today, Latinos/Latines make up 18.3% of the U.S. 
population according to the US Census Bureau, and have become the largest minority 
group in the U.S. (http://census.gov, 2019). Many areas in the U.S. have seen an 
exponential growth in their Latino/Latine population which has transformed the racial 
and ethnic composition of local populations over the last 25 years. In their 2012 article, 
Flippen and Parrado noted Durham, N.C. had become a new immigrant destination for 
Hispanic/Latino individuals during the 2000’s and studied the formation and evolution of 
first generation Latino neighborhoods in Durham. Although many first generation 
Latinos have created established communities, there is evidence these communities have 
been historically under-represented, discriminated against (Flippen and Parrado, 2015).  
In fact, according to Flippen and Parrado (2015):  
Overall, our results support social constructivists notions of ethnic processes that 
immigrants' experiences and interactions with natives rather than cultural or 
primordialist traits. We show that factors traditionally considered as facilitators of 
incorporation from the assimilation perspective, such as higher levels of education, 
younger ages at arrival, English lengthier residence in the United States, actually 
positively predict perceptions of di Likewise, greater occupational integration, in 
the form of working outside of traditional immigrant niches or predominantly 
 5 
Latino worksites, is also associated with greater perceived discrimination. 
The findings are consistent with the idea that ethnic experiences and including 
perceived discrimination, are very much part of the process of immigrant that might 
actually become more salient over time rather than reduced with adaptation. 
 
Because of perceived discrimination and historic underrepresentation of 
Latino/Latine individuals in United States government, many in this community may 
view interactions with their local government much differently than other ethnic and 
racial groups. Researchers Levine and Gershenson (2014) revealed neighborhoods with 
higher rates of first generation immigrant families were less likely than other 
neighborhoods with similar needs to send 311 service requests to their local government. 
For this reason, the purpose of this study is to examine the Latino/Latine community in 
Durham NC and its relationship to and level of knowledge of Durham’s non-emergency 
contact system Durham One Call. Through data collected from surveys and semi-
structured interviews, I seek to answer the following questions: Does the Latino 
population in the City of Durham have knowledge about Durham One Call, the 311 
system that enables citizens to directly interact with their local government? And what is 















Over the past two decades, local governments around the United States have 
begun providing 311 services to their constituents. A 311 service is a method by which 
residents can contact their local government to request non-emergency services or report 
non-emergency problems such as pothole repair and snow removal, and ask city related 
questions. Although Chicago was the primary innovator of this new integrated 
technology (Cardwell 2002), Baltimore began the first pilot program in 1996 (Schellong 
2008). Since then 311 contact centers have proliferated with more than 300 localities 
across the United States (Nam and Pardo 2014). The service, which began as a toll-free 
phone number reserved by the US Federal communications commission to reduce the 
number of non-emergency calls to 911 (Schwester et al. 2009), has evolved throughout 
the years.  
In the 2000’s, 311 grew by expanding its capabilities from one phone number 
with a call center to web services in which individuals could request services through 
online forms. Now, it’s expanding to other technological methods such as phone 
applications in order to bring the service even more directly to constituents. 311 services 
allow residents to quickly contact their local government and offer them new ways to 
engage within their community. It is for this reason that 311 systems are particularly 
powerful—they empower citizens by giving them direct access to their government. 
Service requests can be seen as a measure of citizen engagement and participation, and 
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are uniquely poised to demonstrate how funds and services are dispersed 
throughout a city.  
Since 311 services are generally standardized and tracked for transparency and 
accountability purposes, they compile a wealth of data on the issues in different 
neighborhoods, and constituent concerns and requests. Thanks to this abundance of 311 
data, researchers have used them to study a wide range of different topics. These data 
have been used to demonstrate political engagement (Levine and Gershenson 2014), to 
build “unique [signatures] of the local urban [contexts]”(Wang et al. 2017), and even to 
illustrate how different ethnic groups view interactions with their local government 
(Levine and Gershenson 2014). For example, Ariel White and Kris Stella Trump (2016), 
used 311 data from New York City as a measure for determining political participation in 
different communities. The authors compared the 311 location and frequency of 
government service request data to voter turnout and political donations, which they 
suggested are two other indicators of political participation. Although they determined 
using 311 data as a “tool for studying the determinants of political participation” should 
be “approached with caution,” they suggested this type of data could still be used in that 
manner. They also concluded 311 data was a good measure of neighborhood service 
demands for local governments. Similarly, researchers Wang, Kats, Kontokosta, and 
Sobolevsky (2017) argued 311 data can be used to understand the distinctive makeup of a 
city, and are powerful enough to build models and demonstrate socioeconomic patterns. 
Since 311 data have been used as a proxy to study such a wide range of topics and 
are a powerful measures of the service demands residents place on their governments, it 
is crucial to ensure all residents are being served and heard equally. In other words, it’s 
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imperative to know who is or is not using this service, and further to recognize 
who may or may not know this service even exists. If individuals are not using this 
service, it is essential to identify the reasons for nonuse, since these could lead to the 
identification of underlying systemic problems that must be addressed in order to serve 
all populations equally. Similarly, recognizing these reasons could help identify methods 
by which the government can reach out to individuals who are not yet aware of the 
service.  
Although many studies have discussed and measured the actions of individuals 
who know and use this type of system, Minkoff is one of the few researchers who speaks 
at some level about the lack of knowledge of the 311 system. In his study, Minkoff  
(2016) analyzed the New York City 311 system and how contacting propensity and 
reasoning explain the geographic variations in the volume of people contacting local 
government though this method. The author's central argument was that in order for some 
locations to experience larger volumes of 311 notifications than others, two conditions 
must be satisfied: the individuals' environment must be substandard enough for 
individuals to notice, and individuals must know of the 311 program and want to 
participate (call) in order for them to contact local government through 311.  
 
In other words, knowledge of the 311 system affects whether those with similar 
levels of need obtain resources from their local government. Similarly, knowledge can 
signify whether individuals have a connection to their community since contacting 
propensity has been shown to be higher in locations where the population has a stake in 
the neighborhood success (Minkoff 2016). For example, Minkoff’s (2016) analysis 
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suggested that homeownership is correlated with higher contacting propensity, 
and past studies have suggested homeownership is related to higher investment in one’s 
local community since it’s tied directly to property values. Results of Minkoff’s analysis 
demonstrated that 311 contacting volume is affected by factors that “describe the 
populations who live in the space” such as homeownership, and “ the condition of the 
space” such as housing age, population growth, and type of population (Minkoff 2016). 
This demonstrates the importance of knowledge of 311 system within a population as 
well as how crucial it is for quality and equity in distribution of resources. 
 
Many researchers have studied whether resources and services of equal quality 
are equitably distributed by local governments. In 1987, researchers Koehler and 
Wrightson suggested that most services are generally equally distributed and that any 
pattern of distribution was attributed more to bureaucratic decisions, rules, or historical 
“idiosyncrasies” (Koehler 1987). However, recently, researchers have been investigating 
these theories on equity of distribution of services, and have found that there are 
discrepancies in how goods and services are disbursed throughout cities for different 
neighborhoods and populations. In their 2015 article, researchers Feigenbaum and Hall 
analyzed 311 service requests from Boston, Massachusetts. They looked specifically at 
snow removal requests since snow does not discriminate and covers entire cities. The 
authors found higher income areas were more likely to request services through smart-
phone apps, and that citizens considered smart-phone apps to be more convenient than 
other methods (telephone, in person, website) of requesting services. These factors led to 
their finding that high-income census tracts request and receive more services from the 
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government than lower-income census tracts in the same neighborhoods 
(Feigenbaum and Hall 2015).  
Similarly, in their 2014 article, researchers Levine and Gershenson demonstrated 
that neighborhoods with higher rates of first generation immigrant families were less 
likely than other neighborhoods with similar needs to send 311 service requests to their 
local government. Levine and Gershenson’s study leads into my area of interest: the 
Latino/Latine1 community in Durham, North Carolina (NC), and its relationship and level 
of knowledge of Durham’s 311 system, Durham One Call. In Durham, NC, researchers 
Flippen and Parrado (2012) found the Latino community was overwhelmingly made up 
of first generation immigrants from the 1990s to the early 2000’s. Although many first 
generation immigrants have now been established in the area for many years and have 
created established communities, there is evidence these communities have been 
historically under-represented in government and discriminated against, and they may 
view interactions with their local government differently than other ethnic and racial 
groups (Flippen and Parrado 2015; Levine and Gershenson 2014). For these reasons, 
there is significant value to studying whether the Latino population in Durham, NC has 






1 I will be using Merriam-Webster’s definition of Latino as well as the relatively new term 
“Latine” (Reichard, 2017), which is a term used to promote inclusive language when describing individuals 




Research Questions and Hypotheses 
The purpose of this study will be to describe and analyze the Latino/Latine 
community experiences with Durham One Call, the 311 service for the City of Durham. 
Specifically, it seeks to better understand the challenges to interacting with this type of 
information system.  
In their 2012 article, Flippen and Parrado noted Durham, N.C. had become a new 
immigrant destination for Hispanic/Latino individuals during the 2000’s and studied the 
formation and evolution of first generation Latino neighborhoods in Durham. 
Researchers Levine and Gershenson (2014) revealed neighborhoods with higher rates of 
first generation immigrant families were less likely than other neighborhoods with similar 
needs to send 311 service requests to their local government. Although many first 
generation Latinos have created established communities, there is evidence these 
communities have been historically under-represented, discriminated against, and may 
view interactions with their local government much differently than other ethnic and 
racial groups (Flippen and Parrado, 2015).  This leads into my research: the 
Hispanic/Latino community in Durham NC, and its relationship and level of knowledge 
of Durham’s 311 system, Durham One Call. 
 For this reason, the central question of this study is as follows:  
Does the Latino population in the City of Durham have knowledge about Durham One 
Call, the 311 system that enables citizens to directly interact with their local government? 
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Subsequent research questions are: 
 For those who don’t, why not?  
 For those who do, how, at what rates do they use it, and why? 
Concepts central to this study are as follows:  
• 311 system: “311 is a telephone and web service that allows residents of many 
cities to report nonemergency concerns and problems with city services to their 
local government” (Minkoff, 2016). It’s important to note 311 systems have 
evolved and individuals can now request services by downloading phone 
applications (Feigenbaum and Hall, 2015). 
• Durham One Call: “Durham One Call is the central point of contact for 
information and services offered by the City of Durham” (http://durham.gov). It is 
the 311 system for Durham, N.C. and includes telephone, web, and phone 
application services.  
• Latino/Latine population: “A native or inhabitant of Latin America” or “a person 
of Latin American origin living in the U.S” (http://merriam-webster.com). 
Although Hispanic and Latino have been used interchangeably by researchers for 
many years (Flippen and Parrado, 2012; Flippen and Parrado, 2015) and the U.S. 
Census Bureau, I will be using Merriam-Webster’s definition of Latino as well as 
the relatively new term “Latine” (Reichard, 2017), which is a term used to 
promote inclusive language when describing individuals who do not identify 
within the gender binary, to speak about this population. Though media outlets 
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and writers in the United States have begun to use the term Latinx to 
inclusively refer to this population (Torres, 2018), the ‘e’ is a vowel that is 
already used in genderless words in Spanish such as “estudiante,” and many 
writers and activists in Latin America are beginning to use the term “Latine” to be 











To address the above research questions, in this pilot study I employed a mixed-
method design combining quantitative and qualitative data analysis. This methodological 
approach captured quantitative and qualitative data from the local population through 
surveys and semi-structured, in-depth interviews. Although my aim at the beginning of 
the research process was to obtain representation of the population as a whole and use a 
sample calculator to target the number of responses, the scope of the project had to be 
shrunk down due to the limited time-frame for data collection (one semester) and the 
global pandemic known as Covid-19. As more information surfaced during the months 
before I collected data, I created protocols and methods that would ensure both the safety 
of participants and of me as the researcher. Given the limited parameters of conducting 
research during a global pandemic that shut down all non-essential businesses, airports, 
and even entire countries, I administered an electronic survey via Qualtrics software to 
reach as much of the target population as I could. Findings from a thorough review of the 
literature on 311 data use and 311 systems were used to develop the web survey 
instrument. The survey was launched during September of 2020 and was open for 
approximately 1 month, closing in early October of 2020.  
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Positionality / Researcher Role 
I was responsible for every aspect of the study including: developing and 
translating the survey, recruiting participants, developing and translating the interview 
guide, conducting the interviews, translating the interviews, coding and analyzing the 
qualitative data, analyzing the quantitative data, and presenting the final results. While 
one of the parameters for assessment of the quality of the study centers around my ability 
to perform these tasks accurately and well, my advisor has approved every step in this 
process to ensure validity, reliability, and overall quality. Nevertheless, my substantive 
contributions are both empirical and methodological, as I highlight throughout this paper. 
I undertook this research in a highly complex context from a political standpoint (during 
a heated election year in a traditionally white geographical location) all the while facing 
the negative domestic effects of a global pandemic. I was both an observer of social 
phenomena but at the same time, someone affected by the pandemic herself. Having to 
develop protocols and methods to protect myself, my health and that of my informants 
while strategizing on how to reach a traditionally vulnerable population whose ability to 
make use of essential services such as 311 is dependent on their immigration status 
improved my methodological literacy and pushed me to think hard about how to 
overcome enormous recruitment and data collection challenges.  
As a Mexican woman who identifies as Latina, I recognize there is a potential for 
injecting my own bias, but I have mitigated this by asking standardized non-leading 
questions as traditionally done in qualitative and mixed methods scholarship. 
Additionally, since I hope this study can be used to increase the City of Durham’s efforts 
to connect with the Latino/Latine population, I hope my desire for the community to have 
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a good relationship with their local government can increase the quality of this 
study. My own position as a Mexican Latina scholar makes me sensitive to the 
intersectionality involved in analyzing Latino/Latine populations’ access and awareness 
of the 311 service. Latino/Latine populations are traditionally marginalized, but under the 
compounded challenge of the COVID 19 pandemic, their challenges rise and are ever 
more complex, as my research reveals.  
Moreover, I discuss my positionality clearly, openly and at the outset, because it 
is my own awareness of the challenges facing marginalized populations that I decided to 
undertake a research project that would be of use both for the city of Durham and for the 
Latino/Latine population who might need to access the 311 service. As Pacheco-Vega 
and Parizeau (2018) say: 
 
 “Positionality is particularly relevant because maintaining a robust understanding 
of the scholar’s own position adds rigor and analytical leverage (Katz, 1994; 
Sultana, 2007). We argue that positions are fundamentally relevant in doubly 
engaged ethnography because they locate the researcher, subjects, and research 
site all within a system of knowledge production where there is a cohesive 
understanding of the need for scholarly engagement that actually benefits the 
community under study. As note by Bourke (2014), thoughtful consideration of 
one’s positionality can enhance the researcher’s ability to act as an advocate and 
ally and open spaces for underrepresented voices to be heard.” (pg.3) 
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 Following Pacheco-Vega and Parizeau (2018), I am inspired to 
undertake this research precisely because I strongly believe that my work could 
potentially enable me to play an advocate role and lift voices of unheard Latino/Latine 
populations, who might want to access the 311 service but do not because of, as I find in 
my research, concerns about immigration status among other factors.  
 
Sample / Research Participants 
This study took place in Durham, North Carolina. While Statewide, 9.6% of North 
Carolina’s population is Hispanic or Latino, roughly half the national average (18.3%) 
(Tippett, 2019), in Durham, NC, Hispanic/ Latino population represent 13.7% of the 
population (Census.gov, 2019). According to the US Census, Durham North Carolina’s 
Latino/Latine 40,484. 
Data Collection Methods 
Survey: 
A survey collected demographic information (age, gender), knowledge of and usage of 
the 311 system. The survey, which was administered on Qualtrics, was written in English 
then I translated it into Spanish to ensure both English and Spanish-speaking individuals 
could participate. In the survey, there was an additional question asking the respondent if 
they would be willing to provide an interview. One was able to access the survey through 
a website dedicated to explaining the study and its goals to viewers in both English and 
Spanish. In order to reach the target population and increase survey responses, I 
attempted to reach the population through multiple methods including: 
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• Creating partnerships with local nonprofit organizations such as El 
Centro Hispano, the North Carolina Society of Hispanic Professionals, and El 
Futuro , who are well established in the community to disseminate the survey via 
listservs, social media, and flyers.  
• Finding individuals at Latino grocery stores in Durham such as Compare Foods 
on Roxboro St. or at Latino-owned restaurants such as Guanajuato or La Vaquita.  
• Using my background as a Latina and my networks to individually reach out to 
Latine individuals.   
El Centro Hispano, the North Carolina Society of Hispanic Professionals (NCSHP), 
and El Futuro all posted the social media posts created for this study on their social media 
sites which include Twitter, Facebook, and Instagram. The NCSHP created a recurring 
post on their social media sites every week for the duration of the study. Through El 
Centro Hispano, I was able to send out approximately 900 flyers for the study to Latine 
individuals in Durham via Covid-19 mask distributions that the organization was already 
undertaking. Lastly, I recruited people in person at Compare Foods in North Durham 
(Avondale Dr.) following social distancing protocols to ensure each individual’s safety.  
 
Interviews:  
The survey I administered contained a question at the end asking individuals if 
they would be open to providing an additional interview to discuss their relationship with 
Durham One Call in depth. Due to time constraints and lack of communication from 
respondents, I was able to conduct two interviews.  The interviews were conducted with a 
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set list of questions which allowed interviewees to expand on their knowledge 
and usage of the 311 system, but gave space for further inquiry or clarification.  
The interview data expanded on the information and metrics found in the survey 
by providing context, depth, and nuance that could not solely be captured in a survey. In 
other words, the interviews will allowed me to probe individuals’ feelings and reactions 
to 311 and by extension the local government in Durham. Those interviewed were 
compensated with a $10 gift card.  
The benefit of using interviews as a secondary component of this study is that 
they provided rich data not captured through the surveys. Open-ended questions required 
participants to reflect and gave them an opportunity to respond thoroughly. Though this 
data collection method has limitations namely that there is the possibility of introducing 
bias through my reactions to their responses, this was mitigated by using standardized 
questions and having it as the secondary method of data collection with surveys being the 
primary.  
 
Lessons Learned: Opportunities & Challenges working with a vulnerable 
population 
 
Shifting Recruiting Approaches Throughout Data Collection Period 
One of the most important contributions of this paper is the variation in 
methodological approach that I had to undertake. Originally, I expected to reach my 
target population mostly through emails sent out on partner organization listservs and 
social media posts from those organizational accounts. Historically speaking, the Latine 
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population in Durham, N.C. has been underrepresented and discriminated 
against leading them to be wary of outsiders and cautious (Flippen and Parrado, 2015).  
Researchers Pacheco-Vega and Parizeau (2018) note that vulnerable communities likely 
live under “precarious circumstances, not only related to their socioeconomic situation 
but also as a result of their inherited cultural contexts, built environments, and position 
within their own social and familial networks.” For this reason, I anticipated that partner 
organizations were going to be the best method to reach my target population since they 
have built rapport within the community and have earned their trust. 
  However, I had not expected how challenging it was going to be to reach individuals 
through electronic means. The survey portion of data collection opened on September 4th 
with social media posts from the North Carolina Society of Hispanic Professionals. The 
following week, after reaching out to El Centro Hispano and El Futuro in Durham, those 
organizations followed suit with social media posts of their own advertising the survey. 
During the same week, I partnered with El Centro Hispano to send out 900 flyers for the 
survey in their Covid-19 mask distribution kits which were sent to Latine individuals all 
around Durham. I was able to obtain a few responses from these recruitment pushes and 
noticed that some individuals were clicking out of the survey quickly. To mitigate this, 
my advisor suggested to shorted the consent form.    
I expected that the social media posts and the 900 flyers from my partner 
organizations would help bring in a significant number of survey responses, nevertheless 
throughout the next couple weeks I noticed I was not getting enough survey responses. 
This population is traditionally cautious because of the extreme anti-Hispanic sentiment 
across the United States. However, during pandemic times this caution exacerbated and it 
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became extremely difficult to recruit participants in my study. I decided to 
extend the recruiting period beyond Sept. 30th 2020 to give myself more time to recruit 
individuals through another IRB request. 
 I reflected on how to engage the vulnerable Durham Latine community as a Latina 
whose goal was to ensure Latines have access to inclusive information in a way that 
would aid in gaining their trust. Although Covid-19 restrictions were in place and I could 
potentially put myself in danger, I decided to undertake in person recruiting. In order to 
create the safest environment for myself and study participants, I created an adaptation 
of, and followed Center for Disease Control (CDC) Covid-19 protocols by wearing a 
mask, staying 6ft away from participants at all times, taking all purpose cleaning spray to 
sanitize study materials, taking hand sanitizer for myself and study participants, and only 
approaching individuals who were also wearing masks. I used a tablet with a hot spot for 
internet connection to recruit participants who were willing and able to respond to the 
survey in the moment.  
Another change I had not anticipated was altering the incentive structure. Since I 
began recruiting most participants in person, I changed the incentive structure from a 
drawing of one of 3 $25 gift cards to a cash incentive of $3 per person with the chance of 
also winning a drawing of one $25 gift card in a later drawing. This way individuals were 
able to obtain their incentive in the moment, while also retaining the opportunity to win a 
larger incentive at a later drawing.  
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Literacy as a Concern 
I went out in person to recruit individuals two times with a tablet and an internet 
hotspot. Both times I had similar experiences with individuals that led me to believe there 
are literacy concerns that must be taken into consideration when recruiting for studies and 
when aiming to study this specific population in Durham, North Carolina. The first time I 
did in person recruiting at a Latine grocery store in Durham (Compare Foods on 
Avondale Drive) with a tablet I was able to recruit 10 people. Each time I successfully 
recruited an individual to take the survey, I gave them the opportunity to take the survey 
themselves with the tablet or have me read the questions and answers to them out loud 
and have them respond to me verbally. Most of the people I asked answered they 
preferred for me to read the questions to them and have them answer out-loud. The only 
person who preferred to take the survey herself on the tablet, was a shift supervisor for 
the store.  
During my interactions, I noticed that when I tried to show people the tablet so 
they could see what I was doing and read what I was clicking for their responses, their 
eyes would gloss over the page, they would get flustered, and would waive the tablet 
away from themselves often stating that they preferred for me to read out the questions 
and answers out loud. Many of the people who reacted this way to me giving them the 
option to read from the tablet also either preferred not to answer the question on 
education or had less than a high school education. What I inferred from these 
interactions was that some of the people I was surveying either could not read or could 
not read very well.  
  23 
These reactions demonstrate that reaching this population through 
traditional electronic methods such as listservs or potentially even posters could be 
difficult and ineffective. It challenges the traditional methods researchers have come to 
rely on to approach target populations and illuminates the necessity for approaches that 
emphasize accessibility such as websites and surveys that can be read by screen readers. 
It also challenges researchers assumptions that in the information age, access to literacy, 
internet, and other technological advances are available to everyone. Lastly, it begs the 
question, what happens when individuals who are not literate or cannot access this type 
of technology are not included in data such as 311 data that is being studied by hundreds 
of individuals around the world?  
 
Willingness to participate based on researcher background 
During my in person recruiting, I found that many individuals wanted to 
participate in the study because of shared experience, identity, and personal connection. 
While at the grocery store, I approached people in a variety of ways in both English and 
Spanish. I would say, “Are you from Durham?”, “Do you identify as Latino/Hispanic?”, 
“Do you have 5 minutes to spare?”, etc. I found that most individuals positively 
responded to being asked about living in Durham in Spanish rather than being 
approached in English. Most individuals also responded better to a specific question such 
as “Are you from Durham?” or “Do you identify as Latino?” rather than a more vague 
questions such as “Do you have 5 minutes for a survey?” or “Would you like to provide 
your opinion on Durham One Call?”. I also noticed that if I spoke in Spanish, said my 
name correctly in Spanish rather than Anglicizing it, and quickly spoke about myself as a 
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student, people reacted more positively and were more willing to participate. I 
ended up striking conversations with individuals and having them take my survey by 
saying, in Spanish:  
“Hi, Do you live in Durham?” And if given an affirmative answer, I would 
continue: “My name is Nadia Pacheco Amaro and I’m a student at UNC 
Chapel Hill. I am surveying Latinos in the area about their opinions on 
Durham One Call for my Master’s thesis and I was wondering if you’d 
like to participate? It will only take 5 minutes.” 
I found this was the most successful way to recruit participants to the study since I 
was building a personal connection, creating trust, and using a shared language. Also, 
telling people it was for my Master’s thesis worked well because people said wanted to 
help their fellow Latina as an individual. On one occasion an man asked me, “If I take 
this survey, will it help you? I don’t care about [the university] or whatever, but will this 
help you? Your Master’s?” Many people echoed this sentiment by saying they were 
interested in helping me as a fellow Latina or by saying they would like to help me 
graduate. I also had a few individuals tell me that they hoped I did well in my Masters, 
and that they were happy I was getting a higher education. Additionally, while taking the 
survey many individuals liked knowing that I was born in Mexico and asked me what 
specific city or state I was from.  
These interactions further bolster my argument that coincides with what Pacheco-
Vega and Parizeau suggest in their 2018 article on Doubly Engaged Ethnography, that 
when speaking with a vulnerable population, it is important for researchers to embed 
themselves, show connection, and build trust with the communities they’re studying.  
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Latina/Latine community members who participated in my survey did so 
because they trusted me and felt somehow connected to me because I was Latina too, and 
I was seeking to complete this survey to succeed in obtaining my Masters’ degree.  
 
Political and Social Vulnerability 
As previously mentioned, the Latine community is historically cautious because 
of extreme anti-Latino and anti-immigration sentiment in the United States. During my 
last in person recruiting push, while I was standing inside the Compare Foods grocery 
store asking individuals in Spanish if they would like to take my survey, a middle-aged 
Latino man said he’d take my survey, but then hesitated and asked me if I was with 
Immigrations and Customs Enforcement (ICE). I quickly stated that I was a graduate 
student at UNC and in no way affiliated with ICE. As I responded, the man seemed to 
relax and let out a sigh of relief and say “Oh, ok good” in Spanish. This experience 
illuminates the heightened sense of fear that anti-immigration sentiment has inflicted on 
this already vulnerable community (Salas, Ayón, & Gurrola, 2013). In February of this 
year, when ICE raids in the state led to the arrest of over 200 immigrants, Durham Mayor 
Steve Schewel, penned a letter signed by 6 other mayors to end ICE raids targeting 
immigrant communities and stated, “The ICE raids have struck terror in the hearts of 
many of our valued community members. They have broken apart families, separating 
parents from their children” (Baumgartner Vaughan, 2020). My interaction with a man 
who feared I was a part of ICE highlights comments from Durham’s Mayor that ICE 
raids have created fear in Durham and aided in developing an environment where Latine 
individuals felt unease responding to a simple research questionnaire.  
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As seen through my experiences recruiting Latine individuals to my 
study, there are many challenges to overcome when studying marginalized and 
vulnerable populations. However, these challenges illuminate opportunities in the 
methods researchers could use to study this population. For example, potential 
opportunities to engage this population could be to explicitly hire researchers of the same 
background and who are fluent in the same language, and invest in in-person recruiting to 
create trust and encourage openness through identity and shared experience. Throughout 
the data collection phase of this study, the shift in methods evolved as the Covid-19 
pandemic created circumstances to circumvent, my understanding of the population and 









This section focuses on the results from the survey and interview. First, I will 
present the demographic data found in the survey. Next, I will address the demographics, 
awareness and usage of Durham One Call, the barriers to access, and participant’s 
perception of Durham, its city, and its government. Finally, I will briefly discuss findings 
from the interviews I conducted.  
 
Demographics 
Although there were only 36 survey responses, there was a wide spread of 
individuals who participated. Participants ranged in age from 18 – 77 years with an 
average age of 38.5 years. Participants also came from 11 different countries and varied 
in employment status, annual household income, and highest level of degree earned.  
 
Table 1. Demographics 
Gender (%, n)   
 Female 61.11 (22) 




Age (mean, SD, in years) 
 
38.5 11.46 
Place of birth (%, n) 
 
  
 Chile 2.70 (1) 
 Colombia 2.70 (1) 
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 El Salvador 13.51 (5) 
 Guatemala 5.41 (2) 
 Honduras 18.92 (7) 
 Mexico 21.62 (8) 
 Nicaragua 2.70 (1) 
 Peru 5.41 (2) 
 Venezuela 2.70 (1) 
 United States of America 13.51 (5) 
 Spain 10.81 (4) 




 Less than $25,000 24.32 (9) 
 $25,00 - $50,000 21.62 (8) 
 $50,001 - $100,000 13.51 (5) 
 $100,001 - $200,000 10.81 (4) 
  Prefer not to say 29.73 (11) 
Highest degree earned 
 
  
  Some High School 16.22 (6) 
  High School 18.92 (7) 
  Bachelor's Degree 16.22 (6) 
  Master's Degree or 
higher 
16.22 (6) 
  Prefer not to say 32.43 (12) 




  None 24.32 (9) 
  1 21.62 (8) 
  2 21.62 (8) 
  3 13.51 (5) 
  4 8.11 (3) 
  More than 4 10.81 (4) 
  29 
Employment Status   
  Employed Full-Time 43.24 (16) 
  Employed Part-Time 13.51 (5) 
  Seeking opportunities 24.32 (9) 
  Retired 2.70 (1) 
  Prefer not to say 16.22 (6) 
Language(s) spoken Spanish 96.15 (36) 
 English 26.95 (14) 
 Portuguese 1.92 (1) 
 German 1.92 (1) 
 
Awareness and Usage of Durham One Call 
14 participants (38.9%) were aware that they could contact the City of Durham to 
report a non-emergency issue. However, only 2 (5.6%) reported that they had used 
Durham One Call. Out of the two who reported using Durham One Call, one had used it 
often and one had used it less than once per year; in addition, one participant felt Durham 
One Call was “very helpful,” while the other found it “moderately helpful.” In terms of 
ease of use, one participant responded Durham One Call “exceed[ed] expectations,” 
while the other noted it “equal[ed] expectations.” One of the two participants who used 
Durham One Call called in Spanish and found that experience very positive. One reported 
using the service on mobile app while the other used the website. When asked why they 
use Durham One Call, one of the two responded to report a broken fire hydrant and the 
other used it to access online billing. One of the participants found the service through 
Google while the other stated learning about it through working with the City of Durham. 
Of the 34 people who had not used Durham One Call, 28 reported they were unaware it 
existed, 5 that they did not know how to use it, 9 had never needed to use it, 1 was afraid 
to use it, and 1 didn’t know if they would speak their language. Of the 35 participants 
  30 
who responded to a question about knowledge of Durham One Call prior to the 
survey, 5 (14.3%) were aware of the service.  
 
Barriers to Access 
When asked what barriers kept them from using Durham One Call, 29 people 
reported they were unaware it existed, one reported they did not have access to phone or 
computer, one worried that contacting their local government was not safe, 3 stated it was 
not available in their language, and 7 selected “other.” Another trend demonstrates many 
participants do not report public service requests. In fact, 14 individuals stated they do 
not report complaints or issue service requests in general when asked about how they 
manage public service requests or complaints in the past, other than Durham One Call.  If 
they do manage public service requests with something other than Durham One Call, 4 
stated they talk to their neighbor, 1 that they have a community member they speak to, 2 
that they ask a local nonprofit or community organization, and 12 chose the “other” 
option.  
 
Perception of Durham  
 While the survey revealed that most participants (76.47%) are mostly satisfied 
with the City of Durham’s government and mostly happy (71.43%) with the level of 
service it provides, only 48.6% of participants were confident that Durham’s government 
treats all of its citizens fairly “always” or “most of the time” (Tables 2, 3, 4). 34.28% of 
participants felt Durham’s government treated all citizens fairly only “sometimes” or 
“never” (Table 4).  
 
Table 2. How satisfied are you with the City of Durham’s government? (n=34) 
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 Extremely satisfied 5.88% 
(2) 
 Moderately satisfied 47.06% 
(16) 
 Slightly satisfied 23.53%  
(8) 
 Neither satisfied nor dissatisfied 14.71%  
(5) 
 Slightly dissatisfied 5.88%  
(2) 
 Moderately dissatisfied 2.94%  
(1) 
 
Table 3. How happy are you with the level of service provided by the City of Durham? 
 Extremely happy 11.43%  
(4) 
 Moderately happy 45.71%  
(16) 
 Slightly happy 14.29%  
(5) 
 Neither happy nor unhappy 25.71%  
(9) 
 Moderately unhappy 2.86%  
(1) 
 
Table 4. How confident are you that the City of Durham's government treats all of its citizens fairly?  
 Always 20.00%  
(7) 
 Most of the time 28.57%  
(10) 
 About half the time 17.14 % 
(6) 
 Sometimes 28.57%  
(10) 




While I was originally planning to interview three individuals, I was able to interview 
two individuals due to Covid-19 and data collection time limitations. Both individuals 
revealed that they had recently moved away from Durham, NC, but since they both had 
  32 
lived there for over two years, their thoughts on Durham and its services were 
still relevant. When it comes to describing Durham, an interesting finding that was 
applicable to both individuals who were interviewed is that they both viewed Durham as 
a “progressive” or “liberal” where there was a good sense of diversity and community. 
However, when asked if they felt connected to a general Latino community in Durham, 
both felt that they did not have a “Latino community” in the city since it was difficult to 
find other Latinos. One described the situation as “disconnected” since they could not 
pinpoint a location or neighborhood where one could find Latinos and create community. 
They both stated they would have liked to have a greater sense of Latino community and 
if they ever moved back, they would have to work to find organizing groups or other 
community organizations to seek out fellow Latinos.  
When asked whether they had heard about Durham One Call, the first interviewee 
said they had heard of it and had attempted to contact after finding out about the service 
by paying their water bill online. They added that the service did not work for them as it 
did not assist them in “any kind of way,” and that without finding out about it through 
paying the water bill, they “wouldn’t have known it existed.”2 They went on to say that 
the service would probably be unhelpful to individuals who are not fluent in English 
since they did not remember if there was any Spanish. They also explained that they had 
a bad experience with Durham One Call since they were having issues with the 
application and it kept “looping [them] around” by taking them to various pages instead 
of where they needed to go. When asked whether they had heard about Durham One Call 
the second interviewee, on the other hand, said they had “heard of it in passing, but never 
 
2 Interviewee 1, September 28th 2020 
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thought to look it up and find out what it was.”3 This individual said it didn’t 
feel applicable to their situation since they were renting and Durham One Call might be 
more applicable to homeowners who need to interact with the city more directly.  
When asked why they left the City of Durham, the second interviewee stated they left 
for a job opportunity in another state. The first interviewee mentioned they felt the area in 
Durham where they were living was changing quickly and there was rising crime. In fact, 
the last straw was a random shooting that left their house with bullet holes. The 
interviewee mentioned Durham police did not do their due diligence when they got 
dispatched to the interviewee’s home. After that incident, the interviewee decided to 
move away and stated that there is not enough support given to people who are struggling 
in Durham.  
 





While the insights gained in performing this study were extremely valuable, there 
are considerations that require discussions on potential limitations of this study. There 
was no opportunity for triangulation in qualitative coding. However, I was able to 
mitigate this challenge by including quantitative results that confirmed my suspicions. 
Low number of interviews may be potentially a source of concern. However, given the 
Covid-19 context and challenges that this presents to undertaking fieldwork that is 
meaningful and representative, the fact that I obtained even 2 interviews is substantially 
relevant. A mixed-methods approach that provided quantitative data to analyze and 
interview data that supplement and strengthen the data gathering process and insights 
gained from the surveys provides reassurance about the reliability and insightfulness of 
my results. Given that this is a pilot study given the context under which it was 
undertaken, the methodological pivot I undertook becomes one of the most valuable 
lessons drawn from this research. Because of  Covid-19 restrictions as well as working 
with a vulnerable population, I did not get all of the survey responses needed for a 
representative sample of my target population. However, I was able to still gain insights 
and access difficult-to-reach populations under extremely challenging conditions. This 
methodological pivot sets precedent for future research under a pandemic and suggests 
ways in which one can gain the trust of hard-to-reach populations. This is particularly 
relevant because Latine communities in Durham could very much benefit from a service 
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like 311. However, without substantive insight from the community, it will be 
hard to design a service that fulfills the need of vulnerable populations such as the 
Durham Latine people. 
I suggest that this pilot study should be treated as a first attempt, a stepping stone 
that provides substantive and previously unknown insights on how to access this 
population in the future, and findings on how to expand the study to reach a sample 
population given more time and resources. Covid-19 restrictions placed a restriction on 
sample size. Because of the limited scope of this paper, this study uses convenience 
sampling. In the future, a larger (possibly) representative sample could yield a larger 
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Discussion, Conclusions, and Recommendations 
For the purposes of this discussion, I will use 311 services or system to discuss 
non-emergency reporting services such as Durham One Call to standardize the name 
since each city can have different names for what is essentially the same service (ex. 
Philly 311 for Philadelphia, Pa.; Bos:311 for Boston, Ma.; 311 Response Center for 
Pittsburgh, Pa.). Though each city has their own name for its 311 service, the data from 
these services are generally standardized, tracked, and open to the public for 
accountability purposes. Because these services compile a significant amount of data on 
various issues within neighborhoods as well as constituent concerns, complaints, and 
requests, researchers have used this data to study a variety of different topics.  
As I noted above, a review of the literature demonstrates researchers have used 
311 data to demonstrate political participation and civic engagement (Levine and 
Gershenson, 2014, White and Trump, 2016), how different ethnic groups view 
interactions with their local government (Levine and Gershenson, 2014), and even to 
build city models that demonstrate socioeconomic patterns (Wang, Kats, Kontokosta, and 
Sobolevsky, 2017). 311 data has been proven to be a powerful measure for a variety of 
topics including of the service demands constituents place on their governments, 
therefore it is imperative all residents are being served and heard equally (Levine and 
Gershenson, 2014, White and Trump, 2016, Wang, Kats, Kontokosta, and Sobolevsky, 
2017). However, the data from this pilot study on Durham’s Latine residents’ relationship 
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to Durham One Call suggests that very few Latines in Durham are even aware 
of Durham One Call, much less active in its use. Although 14 participants (38.9%) were 
aware they could contact the City of Durham to report an non-emergency issue or issue a 
complaint, only 5 individuals (15%) had knowledge of Durham One Call, and only 2 
(5.56%) reported ever using the service. Since such a large portion of this sample 
population had no knowledge of their 311 service, it calls into question whether different 
communities of people are being equally represented in these studies. Therefore, any 
study that seeks to use 311 data to approximate civic engagement, create models that 
predict any type of phenomenon, or reach any other conclusion based on this data, would 
be leaving out the vast majority of Durham Latine residents with whom I spoke and 
potentially skewing the representation of only the people who are aware and actively 
engaging with these 311 services.  
As Minkoff found in his 2016 study which analyzes the New York City 311 
system, there are two conditions that must be satisfied for locations to experience larger 
volumes of 311 notifications that others: 1) residents’ environment must be “substandard 
enough” for individuals to notice, and 2) residents must have knowledge of 311 services 
and want to participate. In short, simply knowing about the system can affect whether 
individuals with similar levels of need acquire services and resources and are heard by 
their local government (Minkoff, 2016). Using Minkoff’s framework further emphasizes 
that Latinos in Durham are not being included in data using 311 records and demonstrates 
that there are wide reaching implications of not reaching all races and ethnicities equally, 
mainly that using data that does not capture specific groups of people is essentially 
weighing voices and concerns unequally. Feignbaum and Hall (2015) found higher 
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income tracts are more likely to use these services, and Levine and Geshenson 
(2014) found neighborhoods with lower rates of first generation immigrant families were 
more likely than neighborhoods with higher rates of first generation immigrant families 
with similar needs to send 311 service requests. The data shows that structural design 
considerations appear to unfairly favor privileged people who are more likely to use these 
services, mainly wealthier and whiter areas. This finding implies that vulnerable 
populations could be critically underrepresented in these studies and as well as in the 
distribution of goods and services in many localities. Further research is needed to ensure 
an sample population of Durham’s Latine population, so there is potential for future 
researchers to dedicate more time and resources to capturing the ethnic and racial data on 
who does and does not have knowledge of 311 services. 
Similarly, knowledge can indicate whether people have a connection to their 
community. Past studies have suggested homeownership is related to higher investment 
in one’s local community since it’s tied directly to property values (Lyons, Lowery, and 
DeHoog, 1990). Likewise, researchers have also found that those who are more invested 
in their community were also more satisfied with the level of service provided by their 
local governments (Lyons, Lowery, and DeHoog, 1990, Minkoff, 2016, Beck et al. 
1987). Contacting propensity is suggested to be higher in locations where the population 
has a stake in its neighborhood’s success (Minkoff, 2016). For example, Minkoff’s 
(2016) study proposed that homeownership is correlated with higher levels of 311 
contact. Findings from Minkoff’s study revealed 311 contacting propensity is affected by 
factors that “describe the populations who live in the space” such as homeownership, and 
“ the condition of the space” such as housing age, population growth, and type of 
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population (Minkoff, 2016). This demonstrates the importance that knowledge 
of a system can have on whether resources are distributed equally and whether a certain 
population feels a connection to their local community.  
Since there is evidence in the literature showing a connection between 
homeownership and strength of linkages to one’s community (Minkoff, 2016), further 
research should consider whether there is a difference of knowledge of Durham One Call 
between homeowners and renters. In fact, both individuals I interviewed for Durham One 
Call mentioned homeownership and renting as reasons for using or not using Durham 
One Call. The homeowner noted they knew about and tried to use Durham One Call to 
pay their water bill. The renter on the other hand, suggested they might not have 
interacted with the system since they were renting and looked to the landlord to take care 
of issues they might otherwise contact the city for help with. Further research could 
investigate renters and landlords’ knowledge and use of 311 services.  
 
Language and Service Access 
Another aspect of this study that I examined and argue that always should be 
considered is language and its relationship to service access. Researchers in public health 
have long held that language is a key factor in access to care in vulnerable subpopulations 
US Hispanics with Spanish-language preference (DuBard and Gizlice, 2008, Jacobs, 
Shepard, Suaya, and Stone, 2004). For example, researchers found that compared to 
English speaking patients, “patients who used the interpreter services received 
significantly more recommended preventative services, made more office visits, and had 
more prescriptions written and filled,” meaning they had greater access to information 
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and informed care. Researchers concluded that interpreter services are 
financially viable methods to improve access to health services to patients with limited 
English proficiency (Jacobs, Shepard, Suaya, and Stone, 2004). By extrapolating this to 
information services provided by local governments, one notes that language can become 
a barrier to equal distribution of information.  
Results of this pilot study suggests this might be the case. Although Durham One 
Call has representatives who are available in English and Spanish through phone calls, 
when responding to a question on what barriers prevented participants from contacting 
Durham One Call, 3 responded that it is not available in their language. Similarly, when 
asked why they had not used Durham One Call, one person responded because they did 
nott know if they would speak their language. While all 36 participants reported to being 
fluent in Spanish, only 14 participants reported they were also fluent in English, the 
language the City of Durham’s website and Durham One Call are in. Also, most 
individuals interviewed in person at Compare Foods in Durham, N.C. reported they only 
spoke Spanish. Findings from my interviews demonstrate that lack of Spanish-speaking 
services might in fact be a barrier to access that mirrors the barrier to access in 
healthcare. This evidence suggests translation and interpretation for 311 services are 
necessary, as well as having information available in different languages up front on 
websites, leaflets, and other mass communication media. Although the website states 
representatives are available who speak Spanish, the only means of learning this 
information is if one can navigate the website in English to reach that specific page. 
Usability challenges are also substantial, as my interviews and analysis show. Moreover, 
once one arrives at the online Durham One Call form, it is extremely difficult to notice 
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the small Google Translate button when scrolling to the bottom of the page, 
making access to the information in Spanish a significant challenge (Figures 2 and 3). In 
short, if commitment to equity is a policy goal for this government, to better reach this 
target population, the City of Durham must invest time and resources into providing 
service materials and outreach in Spanish.  
Figure. 1 
 
Figure 2. Screenshot (above the fold) Durham One Call online form 
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Conclusion and Recommendations 
Reaching individuals who are not aware about Durham One Call as well as the 
many Spanish speakers who live in the City could have the potential to impact the ways 
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in which goods and services are distributed around the city since Durham One 
Call is a non-emergency reporting service that allows individuals to directly contact their 
city.  
As part of this study’s conclusion, here are some actionable recommendations to City 
of Durham officials on how to address challenges and provide suggestions for best 
practices:  
1. Create outreach and education materials informing individuals around Durham of 
Durham One Call.  
2. Include information and outreach about Durham One Call in Spanish. 
3. Ensure materials about Durham One Call have a lower reading level, are 
simplified, include more pictures than text, or can be understood pictographically 
4. When doing outreach to the Durham Latine population, in person outreach can 
help find individuals who cannot be reached through electronic means.  
5. When doing in person outreach, hire a diverse set of individuals with fluency in 
various  languages so they can build trust and rapport with the community 
through their shared background and experience.  
6. Ensure Durham One Call can be reached in Spanish though the website, mobile 
application, and through the phone.  
7. On the Durham One Call website, make the Google Translate button larger or 
highlight the button so it’s easier for individuals to find.   
 
As the United Nations Declaration of Human Rights states, the right to information is 
understood as a “fundamental human right” (United Nations, 1948), and is also an 
imperative for the design of information systems (World Wide Web Consortium, 2017), 
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therefore ensuring this information service is inclusive and equitable as well as 
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Appendix A. Frequencies 
 % (n) 
Do you live in Durham, North Carolina?  
 Yes 100.0 (37) 
  
What is your zip code?  
 27077 2.78 (1) 
 27517 2.78 (1) 
 27701 19.44 (7) 
 27703 16.67 (6) 
 27704 16.67 (6) 
 27705 2.78 (1) 
 27707 19.44 (7) 
 27712 5.56 (2) 
 27713 11.11 (4) 
 27715 2.78 (1) 
  
With what gender do you most identify? - Selected Choice  
 Female 61.11 (22) 
 Male 33.33 (12) 
 Gender variant/non-conforming 5.56 (2) 
  
What is your age?  
 18 2.70 (1) 
 22 2.70 (1) 
 25 2.70 (1) 
 26 5.41 (2) 
 27 2.70 (1) 
 28 5.41 (2) 
 29 2.70 (1) 
  50 
 % (n) 
 30 2.70 (1) 
 31 2.70 (1) 
 33 5.41 (2) 
 34 2.70 (1) 
 35 5.41 (2) 
 36 5.41 (2) 
 37 5.41 (2) 
 39 2.70 (1) 
 40 2.70 (1) 
 41 2.70 (1) 
 43 2.70 (1) 
 44 5.41 (2) 
 45 5.41 (2) 
 46 10.81 (4) 
 49 2.70 (1) 
 54 2.70 (1) 
 55 2.70 (1) 
 57 2.70 (1) 
 77 2.70 (1) 
  
What is your annual household income?  
 Less than $25,000 24.32 (9) 
 $25,00 - $50,000 21.62 (8) 
 $50,001 - $100,000 13.51 (5) 
 $100,001 - $200,000 10.81 (4) 
 Prefer not to say 29.73 (11) 
  
What is your current employment status?  
 Employed Full-Time 43.24 (16) 
 Employed Part-Time 13.51 (5) 
 Seeking opportunities 24.32 (9) 
 Retired 2.70 (1) 
 Prefer not to say 16.22 (6) 
  
How many people living in your household are 18 or older? (Please do not count s  
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 % (n) 
 1 13.51 (5) 
 2 56.76 (21) 
 3 21.62 (8) 
 4 5.41 (2) 
 More than 4 2.70 (1) 
  
How many children do you have?  
 None 24.32 (9) 
 1 21.62 (8) 
 2 21.62 (8) 
 3 13.51 (5) 
 4 8.11 (3) 
 More than 4 10.81 (4) 
  
What is your place of birth? - Selected Choice  
 Chile 2.70 (1) 
 Colombia 2.70 (1) 
 El Salvador 13.51 (5) 
 Guatemala 5.41 (2) 
 Honduras 18.92 (7) 
 Mexico 21.62 (8) 
 Nicaragua 2.70 (1) 
 Peru 5.41 (2) 
 Venezuela 2.70 (1) 
 United States of America 13.51 (5) 
 Spain 10.81 (4) 
  
Are you aware that you can contact the City of Durham to report non-emergency is  
 Yes 38.89 (14) 
 No 61.11 (22) 
Have you ever used Durham One Call?  
 Yes 5.56 (2) 
 No 94.44 (34) 
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 % (n) 
How often do you use this service?  
 Often 50.00 (1) 
 Less than once per year 50.00 (1) 
  
How helpful was Durham One Call?  
 Very helpful 50.00 (1) 
 Moderately helpful 50.00 (1) 
  
How easy to use was Durham One Call?  
 Exceeds expectations 50.00 (1) 
 Equals expectations 50.00 (1) 
  
When you have used Durham One Call have you contacted in Spanish?  
 Yes 50.00 (1) 
 No 50.00 (1) 
  
How was that experience?  
 Muy buena 100.0 (1) 
  
Did you know about Durham One Call before beginning this survey?  
 Yes 100.0 (1) 
  
How satisfied are you with the City of Durhamâ€™s government?  
 Extremely satisfied 5.88 (2) 
 Moderately satisfied 47.06 (16) 
 Slightly satisfied 23.53 (8) 
 Neither satisfied nor dissatisfied 14.71 (5) 
 Slightly dissatisfied 5.88 (2) 
 Moderately dissatisfied 2.94 (1) 
  
How happy are you with the level of service provided by the City of Durham?  
 Extremely happy 11.43 (4) 
 Moderately happy 45.71 (16) 
 Slightly happy 14.29 (5) 
 Neither happy nor unhappy 25.71 (9) 
  53 
 % (n) 
 Moderately unhappy 2.86 (1) 
  
How confident are you that the City of Durham's government treats all of its cit  
 Always 20.00 (7) 
 Most of the time 28.57 (10) 
 About half the time 17.14 (6) 
 Sometimes 28.57 (10) 






Did you know about Durham One Call before beginning this survey?  
 Yes 11.76 (4) 
 No 88.24 (30) 
  
What is the highest degree or level of education you have completed?  
 Some High School 16.22 (6) 
 High School 18.92 (7) 
 Bachelor's Degree 16.22 (6) 
 Master's Degree or higher 16.22 (6) 
 Prefer not to say 32.43 (12) 
 
What platform have you used this service on? 
 
The FREQ Procedure 





Mobile app 1 50.00 1 50.00 
Website 1 50.00 2 100.00 
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Why do you use it? 





Other- fire hydrant 
was broken 
1 50.00 1 50.00 
Use my online 
billing 
1 50.00 2 100.00 
Frequency Missing = 36 
 
 
How did you find out about this service? 







1 50.00 1 50.00 
6- other 
(worked for 
the City of 
Durham) 
1 50.00 2 100.00 
Frequency Missing = 36 
 
 
Why not? [Why have they not used Durham One Call?] 
 





I didn't know how to use it 5 10.42 5 10.42 
I didn't know if they would 
speak my language 
1 2.08 6 12.50 
I was afraid to use it 1 2.08 7 14.58 
I was unaware it existed 28 58.33 35 72.92 
I've never needed to use it 9 18.75 44 91.67 
It wasn't user friendly 1 2.08 45 93.75 
(other) I didn’t know that was 
something one could report 
1 2.08 46 95.83 
Other 2 4.17 48 100.00 
 
 
What barriers keep you from using Durham One Call? 
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I don't have 
a phone or 
computer 




29 69.05 30 71.43 




is not safe 
2 4.76 32 76.19 




3 7.14 35 83.33 
Other 7 16.67 42 100.00 
 
Other than Durham One Call, how have you managed public service requests or 
complaints in the past? 





1-I talk to my neighbor 4 11.11 4 11.11 
10- I have a community 
member that I speak to 
1 2.78 5 13.89 
11- I ask a local nonprofit 
or community 
organization 
2 5.56 7 19.44 
12- I only use Durham 
One Call 
1 2.78 8 22.22 
13- Other 12 33.33 20 55.56 
14- I don’t report them 16 44.44 36 100.00 
Frequency Missing = 2 
 
 
What language(s) do you speak fluently? 
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1-I talk to my neighbor 4 11.11 4 11.11 
10- I have a community 
member that I speak to 
1 2.78 5 13.89 
11- I ask a local nonprofit 
or community 
organization 
2 5.56 7 19.44 
12- I only use Durham 
One Call 
1 2.78 8 22.22 
13- Other 12 33.33 20 55.56 
14- I don’t report them 16 44.44 36 100.00 




Appendix B. Survey English 
 
Start of Block: Consent Form / Beginning 
 
Q1 University of North Carolina at Chapel Hill Consent to Participate in a Research 
Study  
Consent Form Version Date: 9/30/2020 
IRB Study # 20-1839 
Title of Study: The Durham NC Latino Population and Their Relationship to Durham 
One Call 
Principal Investigator: Nadia Pacheco Amaro 
Principal Investigator Department: School of Information and Library Science 
 
The purpose of this research study is to explore the relationship between Durham N.C.’s 
Latino/Latine population and Durham’s non-emergency reporting service, Durham One 
Call. In order to participate in this study you must identify as Latino/e/x and/or Hispanic, 
live in Durham, North Carolina, and be over 18. Participation may take anywhere from 5 
- 8 minutes. After completing the survey, you will be given $3 cash or a $3 gift card and 
you may enter a drawing to win a $25 gift card. To collect the $3 in cash, you must sign a 
quick form to confirm receipt. At the end of the survey, you will be directed to a separate 
survey which will collect your email address for the drawing. If you indicate interest, are 
invited, and participate in a virtual interview, you will receive a $10 gift card. We do not 
anticipate any risks or discomfort to you from being in this study. You will not benefit 
personally from being in this research study, but we will share the findings from this 
study with the public and our nonprofit partners. It is our hope that this will improve 
access to information and services for Latinos in Durham, NC by giving researchers a 
better idea of how and when we choose to communicate with our local 
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governments. Your participation is completely voluntary and you can pause or 
stop participation at any time and not participating will not affect your relationship to 
UNC. If you choose to participate, we will ask you to respond to a series of questions 
about yourself and your experiences with Durham One Call. Some of the questions are 
multiple choice, and some are open-ended questions. You may choose not to respond to 
any questions that make you uncomfortable, and all survey responses will be kept 
confidential, be anonymized by the researcher, and stored I a password protected 
computer or server. This means your responses cannot be tracked back to you to protect 
your identity as a research subject. Nadia Pacheco Amaro, the principal investigator of 
this study, is a graduate student in the School of Information and Library Science and is 
doing this research in her role as a student. She can be contacted at 
nadia6pa@live.unc.edu. As a volunteer, she contributed data for the design of the 
Durham One Call website for the City of Durham. No personally identifiable data 
collected as part of this study will be shared publicly or with anyone other than the 
researchers, unless required by law. All data will be reported at the group level to avoid 
disclosing individual personal data.   
All research on human volunteers is reviewed by a committee that works to protect your 
rights and welfare.  If you have questions or concerns about your rights as a research 
subject, or if you would like to obtain information or offer input, you may contact the 
Institutional Review Board at 919-966-3113 or by email to IRB_subjects@unc.edu. 
 Participant’s Agreement: 
 
I have read the information provided above.  I have asked all the questions I have at this 
time.  I voluntarily agree to participate in this research study. 
 
o Yes, I consent  (1)  
o No, I do not consent  (2)  
 
End of Block: Consent Form / Beginning 
 
Start of Block: Screening Questions 
 
Age Are you over the age of 18? 
o Yes  (1)  
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Identity Do you identify as Latino/Latine/Latinx or Hispanic? 
o Yes  (1)  




Durham Do you live in Durham, North Carolina? 
o Yes  (1)  





Q40 What is your zip code?  
________________________________________________________________ 
 
End of Block: Screening Questions 
 
Start of Block: Demographics 
 
Intro In this section, our team will be asking demographic questions to better understand 
the Latino/Latine community in Durham, NC. Your answers are completely anonymous, 
so your responses cannot be tracked back to you. If you feel uncomfortable answering 
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Q41 With what gender do you most identify? 
o Female  (1)  
o Male  (2)  
o Gender variant/non-conforming  (3)  
o Not listed:  (4) ________________________________________________ 










Q7 What is the highest degree or level of education you have completed? 
o Some High School  (1)  
o High School  (2)  
o Bachelor's Degree  (3)  
o Master's Degree or higher  (4)  
o Trade/Vocational School  (5)  
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Q8 What is your annual household income? 
o  Less than $25,000  (1)  
o $25,00 - $50,000  (2)  
o $50,001 - $100,000  (3)  
o $100,001 - $200,000  (4)  
o More than $200,000  (5)  




Q9 What is your current employment status? 
o Employed Full-Time  (1)  
o Employed Part-Time  (2)  
o Seeking opportunities  (3)  
o Retired  (4)  
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Q10 How many people living in your household are 18 or older? (Please do not 
count students living away from home) 
o 1  (1)  
o 2  (2)  
o 3  (3)  
o 4  (4)  




Q11 How many children do you have? 
o None  (1)  
o 1  (2)  
o 2  (3)  
o 3  (4)  
o 4  (5)  
o More than 4  (6)  
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Q12 Which languages do you speak fluently? (Check all that apply) 
▢ English  (1)  
▢ Spanish  (2)  
▢ Portuguese  (3)  
▢ French  (4)  
▢ Mandarin  (5)  
▢ Arabic  (6)  
▢ Quechua  (7)  
▢ Haitian Creole  (8)  
▢ Mayan  (9)  
▢ Guaraní  (10)  
▢ Aymara  (11)  
▢ Nahuatl  (12)  
▢ Italian  (13)  
▢ German  (14)  
▢ Dutch  (15)  
▢ Other  (16) ________________________________________________ 
▢ Prefer not to say  (17)  
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Q13 What is your place of birth? 
o Argentina  (1)  
o Belize  (2)  
o Bolivia  (3)  
o Brazil  (4)  
o Chile  (5)  
o Colombia  (6)  
o Costa Rica  (7)  
o Ecuador  (8)  
o El Salvador  (9)  
o French Guiana  (10)  
o Guatemala  (11)  
o Guyana   (12)  
o Honduras  (13)  
o Mexico  (14)  
o Nicaragua  (15)  
o Panama  (16)  
o Paraguay  (17)  
o Peru  (18)  
o Suriname  (19)  
o Uruguay  (20)  
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o Venezuela  (21)  
o United States of America  (22)  
o Canada  (23)  
o Spain  (24)  
o Other  (25) ________________________________________________ 
 
End of Block: Demographics 
 
Start of Block: Main questions 
 
Q20 Are you aware that you can contact the City of Durham to report non-emergency 
issues such as a pothole or a light out in your street? 
o Yes  (1)  




Q21 Durham One Call is an information hub and a service that allows people to submit 
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Q25 Have you ever used Durham One Call? 
o Yes  (1)  
o No  (2)  
 
Skip To: End of Block If Have you ever used Durham One Call? = No 
 
 
Q30 How often do you use this service? 
o Very Often  (1)  
o Often  (2)  
o Rarely  (3)  
o Once per year  (4)  




Q32 What platform have you used this service on? Choose all that apply.  
▢ Mobile app  (1)  
▢ Website   (2)  
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Q31 Why do you use it? Choose all that apply.  
▢ To obtain more information about the City of Durham  (1)  
▢ Start a new water service  (2)  
▢ Use my online billing account  (3)  
▢ Find out trash collection schedule  (4)  
▢ Issue a complaint  (5)  
▢ Report a pothole  (6)  
▢ Issue a noise complaint  (7)  
▢ Ask about garbage or recycling  (8)  
▢ Ask about my water usage  (9)  
▢ Ask to get my water turned back on  (10)  
▢ Street cleaning  (11)  
▢ Street light repair  (12)  
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Q33 How did you find out about this service? Choose all that apply.  
▢ Google  (1)  
▢ City of Durham Website  (2)  
▢ From a friend  (3)  
▢ From a family member  (4)  
▢ At work or from a colleague  (5)  




Q35 How helpful was Durham One Call?  
o Extremely helpful  (1)  
o Very helpful  (2)  
o Moderately helpful  (3)  
o Slightly helpful  (4)  
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Q36 How easy to use was Durham One Call? 
o Far exceeds expectations  (1)  
o Exceeds expectations  (2)  
o Equals expectations  (3)  
o Short of expectations  (4)  




Q34 When you have used Durham One Call have you contacted in Spanish? 
o Yes  (1)  
o No  (2)  
 
Skip To: End of Block If When you have used Durham One Call have you contacted in Spanish? = No 
 
 









Q24  Did you know about Durham One Call before beginning this survey? 
o Yes  (1)  
o No  (2)  
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End of Block: Main questions 
 
Start of Block: If no 
Display This Question: 
If Have you ever used Durham One Call? = No 
 
Q38 Why not? 
▢ I've never needed to use it  (1)  
▢ I was unaware it existed  (2)  
▢ I didn't know how to use it  (3)  
▢ I didn't know if they would speak my language  (4)  
▢ I couldn't find it  (5)  
▢ I was afraid to use it  (6)  
▢ Other  (7) ________________________________________________ 
 
 
Display This Question: 
If Have you ever used Durham One Call? = No 
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Q39 What barriers keep you from using Durham One Call? 
▢ It is not available in my language  (1)  
▢ I was unaware it existed  (2)  
▢ I don't have a phone or computer  (3)  
▢ I worry that contacting my local government is not safe  (4)  
▢ Other  (5) ________________________________________________ 
 
 
Display This Question: 
If Have you ever used Durham One Call? = No 
 
Q47 Did you know about Durham One Call before beginning this survey? 
o Yes  (1)  
o No  (11)  
 
End of Block: If no 
 
Start of Block: Perceptions 
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Q49 Other than Durham One Call, how have you managed public service 
requests or complaints in the past? (Example: report a pothole, obtain information about 
city services, report a complaint, etc.) 
▢ I talk to my neighbor  (1)  
▢ I have a community member I speak to  (10)  
▢ I ask a local nonprofit or community organization for help  (11)  
▢ I only use Durham One Call  (12)  
▢ I don't report them  (14)  




Q26 How satisfied are you with the City of Durham’s government? 
o Extremely satisfied  (1)  
o Moderately satisfied  (2)  
o Slightly satisfied  (3)  
o Neither satisfied nor dissatisfied  (4)  
o Slightly dissatisfied  (5)  
o Moderately dissatisfied  (6)  
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Q27 How happy are you with the level of service provided by the City of 
Durham? 
o Extremely happy  (1)  
o Moderately happy  (2)  
o Slightly happy  (3)  
o Neither happy nor unhappy  (4)  
o Slightly unhappy  (5)  
o Moderately unhappy  (6)  




Q28 How confident are you that the City of Durham's government treats all of its citizens 
fairly? 
o Always  (22)  
o Most of the time  (23)  
o About half the time  (24)  
o Sometimes  (25)  
o Never  (26)  
 
End of Block: Perceptions 
 
Appendix C. Survey Spanish  
Start of Block: Resumen de Consentimiento 
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Q1 Universidad de Carolina del Norte en Chapel Hill- Consentimiento 
para participar en un estudio de investigación    
Fecha de versión del formulario de consentimiento:  09/30/2020   
Estudio IRB # 20-1839   
Título del estudio: La población latina de Durham NC y su relación con Durham One 
Call   
Investigadora principal: Nadia Pacheco Amaro   
Departamento de investigación principal: Facultad de Ciencias de Información y 
Bibliotecas   
El propósito de este estudio de investigación es explorar la relación entre la población 
latina / latina de Durham N.C. y el servicio de informes que no son de emergencia de 
Durham, Durham One Call. Para participar en este estudio, debe identificarse como latino 
/ e / xy / o hispano, vivir en Durham, Carolina del Norte y ser mayor de 18 años.      
 
La participación puede tardar entre 5 y 8 minutos. Después de completar la encuesta, 
recibirá $ 3 en efectivo o una tarjeta de regalo de $ 3 y podrá participar en un sorteo para 
ganar una tarjeta de regalo de $ 25. Para cobrar los $ 3 en efectivo, debe firmar un 
formulario rápido para confirmar la recepción del dinero. Al final de la encuesta, se le 
dirigirá a una encuesta separada que recopilará su dirección de correo electrónico para el 
sorteo. Si indica interés, está invitado y participa en una entrevista virtual, recibirá una 
tarjeta de regalo de $ 10. No anticipamos ningún riesgo o incomodidad para usted por 
participar en este estudio. No se beneficiará personalmente de participar en este estudio 
de investigación, pero compartiremos los hallazgos de este estudio con el público y 
nuestros socios sin fines de lucro. Esperamos que esto mejore el acceso a la información 
y los servicios para los latinos en Durham, NC, al brindarles a los investigadores una 
mejor idea de cómo y cuándo decidimos comunicarnos con nuestros gobiernos locales.      
 
Su participación es completamente voluntario y puede pausar o detener la participación 
en cualquier momento y no participar no afectara su relación con UNC. Si decide 
participar, le pediremos que responda a una serie de preguntas sobre usted y sus 
experiencias con Durham One Call. Algunas de las preguntas son de opción múltiple y 
otras son preguntas abiertas. Puede optar por no responder a las preguntas que lo hagan 
sentir incómodo, y todas las respuestas de la encuesta se mantendrán confidenciales, el 
investigador las anonimizará y las guardará en una computadora o servidor protegido con 
contraseña. Esto significa que sus respuestas no pueden ser rastreadas hasta usted para 
proteger su identidad como sujeto de investigación.      
 
Nadia Pacheco Amaro, investigadora principal de este estudio, es una estudiante de 
posgrado de la Facultad de Ciencias de la Información y Bibliotecas y está realizando 
esta investigación en su rol de estudiante. La puede contactar a nadia6pa@live.unc.edu. 
Como voluntaria, contribuyó con datos para el diseño del sitio web Durham One Call 
para la ciudad de Durham. Ningún dato de identificación personal recopilado como parte 
de este estudio se compartirá públicamente o con nadie más que los investigadores, a 
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menos que lo exija la ley. Todos los datos se informarán a nivel de grupo para 
evitar la divulgación de datos personales individuales.      
 
Todas las investigaciones sobre voluntarios humanos son revisadas por un comité que 
trabaja para proteger sus derechos y bienestar. Si tiene preguntas o inquietudes sobre sus 
derechos como sujeto de investigación, o si desea obtener información u ofrecer 
comentarios, puede comunicarse con la Junta de Revisión Institucional al 919-966-3113 o 
por correo electrónico a IRB_subjects@unc.edu.      
 
Acuerdo del participante:     He leído la información proporcionada anteriormente. 
He hecho todas las preguntas que tengo en este momento. Acepto voluntariamente 
participar en este estudio de investigación. 
o Si, doy mi consentimiento  (1)  
o No, no doy mi consentimiento  (2)  
 
End of Block: Resumen de Consentimiento 
 
Start of Block: Screening Questions 
 
Q2 ¿Tiene más de 18 años? 
o Si  (1)  




Q3  ¿Se identifica como latino / latine / latinx o hispano? 
o Sí  (1)  




Q4 ¿Vive en Durham, Carolina del Norte? 
o Sí  (1)  
o No  (2)  
 




Q5 ¿Cuál es su código postal? 
________________________________________________________________ 
 
End of Block: Screening Questions 
 
Start of Block: Demographics 
 
Q6 En esta sección, nuestro equipo hará preguntas demográficas para comprender mejor 
a la comunidad latina en Durham, NC. Sus respuestas son completamente anónimas, por 
lo que sus respuestas no pueden ser rastreadas hasta usted. Sí se siente incómodo al 




Q7 ¿Con qué género se identificas más? 
o Mujer  (1)  
o Hombre  (2)  
o Variante de género / no conforme  (3)  
o no enlistado  (4) ________________________________________________ 





Q8 ¿Cuál es su edad? 
________________________________________________________________ 
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Q39 ¿Cuál es el título o nivel de educación más alto que ha completado? 
o Algunos años de preparatoria  (1)  
o Preparatoria  (2)  
o Licenciatura  (3)  
o Maestría o superior  (4)  
o Escuela vocacional / commercial  (5)  




Q9 ¿Cual es tu ingreso anual? 
o Menos de $ 25,000  (1)  
o $ 25,001 - $ 50,000  (2)  
o $ 50,001 - $ 100,000  (3)  
o $ 100,001 - $ 200,000  (4)  
o Más de $ 200,000  (5)  
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Q10 ¿Cuál es su situación laboral actual? 
o Empleado a tiempo completo  (1)  
o Empleado a tiempo parcial  (2)  
o Buscando oportunidades  (3)  
o Jubilado  (4)  
o Prefiero no decirlo  (5)  
 
Q11 ¿Cuántas personas que viven en su hogar tienen 18 años o más? (No cuente a los 
estudiantes que viven fuera de casa) 
o 1  (1)  
o 2  (2)  
o 3  (3)  
o 4  (4)  
o Más de 4  (5)  




Q12 ¿Cuántos hijos tiene? 
o 1  (1)  
o 2  (2)  
o 3  (3)  
o 4  (4)  
o Más de 4  (5)  
o Prefiero no decir  (6)  
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Q13 ¿Qué idiomas habla con fluidez? (Marque todo lo que corresponda) 
▢ Inglés   (1)  
▢ Español   (2)  
▢ Portugués   (3)  
▢ Francés   (4)  
▢ Mandarín   (5)  
▢ Árabe   (6)  
▢ Quechua   (7)  
▢ Haitiano   (8)  
▢ Criollo   (9)  
▢ Maya   (10)  
▢ Guaraní   (11)  
▢ Aymara   (12)  
▢ Náhuatl   (13)  
▢ Italiano   (14)  
▢ Alemán   (15)  
▢ Holandés  (16)  
▢ Prefiero no decirlo  (17)  
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Q14 ¿Cuál es tu lugar de nacimiento? 
o Argentina   (1)  
o Belice  (2)  
o Bolivia   (3)  
o Brasil   (4)  
o Chile   (5)  
o Colombia   (6)  
o Costa Rica   (7)  
o Ecuador  (8)  
o El Salvador  (9)  
o Guayana Francesa   (10)  
o Guatemala  (11)  
o Guayana  (12)  
o Honduras  (13)  
o México  (14)  
o Nicaragua  (15)  
o Panamá  (16)  
o Paraguay  (17)  
o Perú  (18)  
o Surinam  (19)  
o Uruguay  (20)  
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o Venezuela  (21)  
o Estados Unidos de América Canadá  (22)  
o España  (23)  
o Otro  (24) ________________________________________________ 
 
End of Block: Demographics 
 
Start of Block: Preguntas Principales 
 
Q15    ¿Sabe que puede comunicarse con la ciudad de Durham para informar problemas 
que no sean de emergencia, como un bache o un semáforo en su calle? 
o Sí  (1)  




Q16 Durham One Call es un centro de información y un servicio que permite a las 
personas enviar problemas que no son de emergencia. A continuación se muestran 
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Q37 ¿Ha utilizado alguna vez Durham One Call? 
o Sí  (1)  
o No  (2)  
 
Skip To: End of Block If ¿Ha utilizado alguna vez Durham One Call? = No 
 
 
Q21 ¿Con qué frecuencia utiliza este servicio? 
o Muy a menudo  (1)  
o A menudo  (2)  
o Raramente  (3)  
o Una vez al año  (4)  




Q22 ¿En qué plataforma ha utilizado este servicio? Elija todas las que correspondan. 
▢ Aplicación móvil   (1)  
▢ Sitio web   (2)  
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Q23 ¿Para qué lo usa? 
▢ Para obtener más información sobre la ciudad de Durham   (1)  
▢ Iniciar un nuevo servicio de agua  (2)  
▢ Usar mi cuenta de facturación en línea  (3)  
▢ Descubra el calendario de recolección de basura  (4)  
▢ Emitir una queja  (5)  
▢ Informar que hay un bache en la calle  (6)  
▢ Emitir una queja por ruido  (7)  
▢ Pregunta sobre basura o reciclaje  (8)  
▢ Pregunta sobre mi consumo de agua  (9)  
▢ Pedir que me devuelvan el agua en la limpieza de calles  (10)  
▢ Reparación de farolas  (11)  
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Q24 ¿Cómo se enteró de este servicio? 
▢ Google  (1)  
▢ Sitio web de la ciudad de Durham  (2)  
▢ De un amigo  (3)  
▢ De un miembro de la familia  (4)  
▢ En el trabajo o de un colega  (5)  




Q25 ¿Qué tan útil fue Durham One Call? 
o Extremadamente útil   (1)  
o Muy útil   (2)  
o Moderadamente útil   (3)  
o Ligeramente útil   (4)  
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Q26 ¿Qué tan fácil de usar fue Durham One Call? 
o Supera con creces las expectativas  (1)  
o Supera las expectativas  (2)  
o Igual a las expectativas  (3)  
o Corto de expectativas  (4)  




Q27 Cuando ha utilizado Durham One Call, ¿ha contactado en español? 
o Sí  (1)  
o No  (2)  
 
Skip To: End of Block If Cuando ha utilizado Durham One Call, ¿ha contactado en español? = No 
 
 









Q29 ¿Conocía Durham One Call antes de comenzar esta encuesta? 
o Sí  (1)  
o No  (2)  
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End of Block: Preguntas Principales 
 
Start of Block: If no/ Si no 
Display This Question: 
If ¿Ha utilizado alguna vez Durham One Call? = No 
 
Q30 Si no, Por qué no? 
▢ Nunca he necesitado usarlo  (1)  
▢ No sabía que existía  (2)  
▢ No sabia como usarlo  (3)  
▢ No sabía si hablarían mi idioma, no pude encontrarlo  (4)  
▢ Tenía miedo de usarlo  (5)  
▢ Otro  (6) ________________________________________________ 
 
 
Display This Question: 
If ¿Ha utilizado alguna vez Durham One Call? = No 
 
Q31 ¿Qué barreras le impiden utilizar Durham One Call? 
▢ No está disponible en mi idioma  (1)  
▢ No sabía que existía  (2)  
▢ No tengo teléfono ni computadora  (3)  
▢ Me preocupa que contactar a mi gobierno local no sea seguro  (4)  
▢ Otro  (5) ________________________________________________ 
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Display This Question: 
If ¿Ha utilizado alguna vez Durham One Call? = No 
 
Q38 ¿Conocía Durham One Call antes de comenzar esta encuesta? 
o Sí  (1)  
o No  (2)  
 
End of Block: If no/ Si no 
 
Start of Block: Perceptions / Percepciones 
 
Q40 Aparte de Durham One Call, ¿cómo ha manejado las solicitudes de servicio público 
o las quejas en el pasado? (Ejemplo: reportar un bache, obtener información sobre los 
servicios de la ciudad, reportar una queja, etc.) 
o Hablo con mi vecino  (7)  
o Tengo un miembro de la comunidad con el que hablo  (8)  
o Pido ayuda a una organización comunitaria o sin fines de lucro local  (9)  
o Solo uso Durham One Call  (10)  
o No los denuncio  (11)  
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Q33 ¿Qué tan satisfecho está con el gobierno de la ciudad de Durham? 
o Extremadamente satisfecho  (1)  
o Moderadamente satisfecho  (2)  
o Un poco satisfecho  (3)  
o ni satisfecho ni insatisfecho  (4)  
o Ligeramente insatisfecho   (5)  
o Moderadamente insatisfecho   (6)  




Q34 ¿Qué tan satisfecho está con el nivel de servicio brindado por la ciudad de Durham? 
o Extremadamente feliz   (1)  
o Moderadamente feliz  (2)  
o Un poco feliz  (3)  
o Ni feliz ni infeliz   (4)  
o Un poco infeliz   (5)  
o Moderadamente infeliz   (6)  
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Q35 ¿Qué tan seguro está de que el gobierno de la ciudad de Durham trata a 
todos sus ciudadanos de manera justa? 
o Siempre  (1)  
o La mayoría del tiempo  (2)  
o Como la mitad del tiempo  (3)  
o A veces  (4)  
o Nunca  (5)  
 






Appendix D. Survey Consent Form English  
The purpose of this research study is to explore the relationship between Durham N.C.’s 
Latino/Latine population and Durham’s non-emergency reporting service, Durham One 
Call. In order to participate in this study you must identify as Latino/e/x and/or Hispanic, 
live in Durham, North Carolina, and be over 18.  
 
Participation may take anywhere from 5 - 8 minutes. After completing the survey, you will 
be given $3 cash or a $3 gift card and you may enter a drawing to win a $25 gift card. To 
collect the $3 in cash, you must sign a quick form to confirm receipt. At the end of the 
survey, you will be directed to a separate survey which will collect your email address for 
the drawing. If you indicate interest, are invited, and participate in a virtual interview, you 
will receive a $10 gift card. We do not anticipate any risks or discomfort to you from being 
in this study. You will not benefit personally from being in this research study, but we will 
share the findings from this study with the public and our nonprofit partners. It is our hope 
that this will improve access to information and services for Latinos in Durham, NC by 
giving researchers a better idea of how and when we choose to communicate with our local 
governments. 
 
Your participation is completely voluntary and you can pause or stop participation at any 
time and not participating will not affect your relationship to UNC. If you choose to 
participate, we will ask you to respond to a series of questions about yourself and your 
experiences with Durham One Call. Some of the questions are multiple choice, and some are 
open-ended questions. You may choose not to respond to any questions that make you 
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uncomfortable, and all survey responses will be kept confidential, be anonymized 
by the researcher, and stored I a password protected computer or server. This means your 
responses cannot be tracked back to you to protect your identity as a research subject. 
 
Nadia Pacheco Amaro, the principal investigator of this study, is a graduate student in the 
School of Information and Library Science and is doing this research in her role as a 
student. She can be contacted at nadia6pa@live.unc.edu. As a volunteer, she contributed 
data for the design of the Durham One Call website for the City of Durham. No personally 
identifiable data collected as part of this study will be shared publicly or with anyone other 
than the researchers, unless required by law. All data will be reported at the group level to 
avoid disclosing individual personal data.   
 
All research on human volunteers is reviewed by a committee that works to protect your 
rights and welfare.  If you have questions or concerns about your rights as a research 
subject, or if you would like to obtain information or offer input, you may contact the 




I have read the information provided above.  I have asked all the questions I have at this 
time.  I voluntarily agree to participate in this research study. 
 
I consent.  






Appendix E. Survey Consent Form Spanish  
El propósito de este estudio de investigación es explorar la relación entre la población latina 
/ latina de Durham N.C. y el servicio de informes que no son de emergencia de Durham, 
Durham One Call. Para participar en este estudio, debe identificarse como latino / e / xy / o 
hispano, vivir en Durham, Carolina del Norte y ser mayor de 18 años. 
 
La participación puede tardar entre 5 y 8 minutos. Después de completar la encuesta, 
recibirá $ 3 en efectivo o una tarjeta de regalo de $ 3 y podrá participar en un sorteo para 
ganar una tarjeta de regalo de $ 25. Para cobrar los $ 3 en efectivo, debe firmar un 
formulario rápido para confirmar la recepción del dinero. Al final de la encuesta, se le 
dirigirá a una encuesta separada que recopilará su dirección de correo electrónico para el 
sorteo. Si indica interés, está invitado y participa en una entrevista virtual, recibirá una 
tarjeta de regalo de $ 10. No anticipamos ningún riesgo o incomodidad para usted por 
participar en este estudio. No se beneficiará personalmente de participar en este estudio de 
investigación, pero compartiremos los hallazgos de este estudio con el público y nuestros 
socios sin fines de lucro. Esperamos que esto mejore el acceso a la información y los 
servicios para los latinos en Durham, NC, al brindarles a los investigadores una mejor idea 
de cómo y cuándo decidimos comunicarnos con nuestros gobiernos locales. 
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Su participación es completamente voluntario y puede pausar o detener la participación en 
cualquier momento y no participar no afectara su relación con UNC. Si decide participar, le 
pediremos que responda a una serie de preguntas sobre usted y sus experiencias con 
Durham One Call. Algunas de las preguntas son de opción múltiple y otras son preguntas 
abiertas. Puede optar por no responder a las preguntas que lo hagan sentir incómodo, y 
todas las respuestas de la encuesta se mantendrán confidenciales, el investigador las 
anonimizará y las guardará en una computadora o servidor protegido con contraseña. Esto 
significa que sus respuestas no pueden ser rastreadas hasta usted para proteger su 
identidad como sujeto de investigación.  
 
Nadia Pacheco Amaro, investigadora principal de este estudio, es una estudiante de posgrado de 
la Facultad de Ciencias de la Información y Bibliotecas y está realizando esta investigación en su 
rol de estudiante. La puede contactar a nadia6pa@live.unc.edu. Como voluntaria, contribuyó con 
datos para el diseño del sitio web Durham One Call para la ciudad de Durham. Ningún dato de 
identificación personal recopilado como parte de este estudio se compartirá públicamente o con 
nadie más que los investigadores, a menos que lo exija la ley. Todos los datos se informarán a 
nivel de grupo para evitar la divulgación de datos personales individuales. 
 
Todas las investigaciones sobre voluntarios humanos son revisadas por un comité que trabaja 
para proteger sus derechos y bienestar. Si tiene preguntas o inquietudes sobre sus derechos como 
sujeto de investigación, o si desea obtener información u ofrecer comentarios, puede comunicarse 
con la Junta de Revisión Institucional al 919-966-3113 o por correo electrónico a 
IRB_subjects@unc.edu. 
  
Acuerdo del participante: 
 
He leído la información proporcionada anteriormente. He hecho todas las preguntas que tengo en 
este momento. Acepto voluntariamente participar en este estudio de investigación. 
 
Yo consiento a participar en el estudio 
No doy mi consentimiento para participar en el estudio. 
 
 
Appendix F. Interview Consent Form English  
University of North Carolina at Chapel Hill Consent to Participate in a 
Research Study Adult Participants  
Consent Form Version Date: __8/9/2020____________ IRB Study # 20-1839  
Title of Study: The Durham NC Latino Population and Their Relationship to 
Durham One Call 
Principal Investigator: Nadia Pacheco Amaro 
Principal Investigator Department: School of Information and Library Science 
Principal Investigator Phone number: (919) 962-8366  
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Principal Investigator Email Address: Nadia6pa@live.unc.edu 
Faculty Advisor: Dr. Amelia Gibson  
Faculty Advisor Contact Information: angibson@email.unc.edu  
Funding Source and/or Sponsor: School of Information and Library Science, 
UNC Chapel Hill  
Study Contact Telephone Number: (919) 962-8366 Study Contact Email: 
nadia6pa@live.unc.edu  
CONCISE SUMMARY  
The purpose of this research study is to explore the relationship between 
Durham N.C.’s Latino/Latine population and Durham’s non-emergency reporting 
service, Durham One Call. Before this interview, you completed a survey. After 
you completed the survey, we invited you to provide your email address (which 
will be kept separately) to participate in a short interview at a later date. During 
this interview, we will ask 9 – 10 open-ended questions. We expect this interview 
to take 20-30 minutes of your time. After we have completed the interview, we 
will compensate your time with a $10 gift card. There will be 5 people 
interviewed total. The greatest risks of this study include the possibility of loss of 
confidentiality but you may choose not to answer any questions  
that make you uncomfortable, and we will not store any information that could 
identify you with your survey responses. If you are interested in learning more 
about this study, please continue to read below.  
What are some general things you should know about research studies?  
You are being asked to take part in a research study. To join the study is 
voluntary.  
You may choose not to participate, or you may withdraw your consent to 
be in the study, for any reason, without penalty.  
Research studies are designed to obtain new knowledge. This new 
information may help people in the future. You may not receive any direct 
benefit from being in the research study. It is our hope that the outcomes 
of this study will benefit the Latino/Latine community in Durham and in 
other cities by giving researchers a better idea of how and when we 
choose to communicate with our local governments. There also may be 
risks to being in research studies.  
Deciding not to be in the study or leaving the study before it is done will 
not affect your relationship with the researcher, your health care 
provider, or the University of North Carolina-Chapel Hill. If you are a 
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patient with an illness, you do not have to be in the research study in 
order to receive health care.  
 
Details about this study are discussed below. It is important that you understand 
this information so that you can make an informed choice about being in this 
research study.  
You may print a copy of this consent form. You should ask the researchers 
named above, or faculty members who may advise them, any questions you 
have about this study at any time.  
What is the purpose of this study?  
The purpose of this study is to gather information on equitable and inclusive 
distribution of information resources in Durham, North Carolina. Specifically, I am 
gathering information about Durham N.C.’s Latino/Latine population and their 
relationship to Durham’s non-emergency reporting service, Durham One Call.  
I would greatly value your participation in a brief interview to learn more 
about your experiences with this service (even if you’ve never used it). 
Your contribution is important for understanding how local governments 
can better serve their constituents.  
You should not be in this study if you do not identify as 
Latino/Latine/Latinx and/or  
Hispanic; are not over the age of 18, or do not live in Durham, N.C..  
Procedures & Expected Time to Complete  
Before this interview, you completed a survey. After you completed the 
survey, we invited you to provide your email address (which will be kept 
separately) to participate in a short interview at a later date. We expect 
this interview to take 20-30 minutes of your time. During this interview, 
we will ask 9 – 10 open-ended questions. After we have  
completed the interview, we will compensate your time with a $10 gift 
card. There will be 5 people interviewed total.  
 
Benefits  
Research is designed to benefit society by gaining new knowledge. The 
benefits to you from being in this study may be that the information 
gained could create better practices for getting information out to 
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Spanish speakers and those who may not know about this system, and 
ensure more equitable access to information.  
Risks  
Although the risks are expected to be minimal, you may experience 
discomfort in  
reporting difficult life circumstances. The highest risk is a breach of 
confidentiality due to the sensitive nature of some questions. You may 
choose not to respond to any questions that make you uncomfortable, 
and all survey responses will be kept confidential, be anonymized by the 
researcher, and stored in a password protected computer and server. 
This means your responses cannot be tracked back to you. In addition, 
your responses will be reported in aggregated form.  
To protect confidentiality of the study records and data, the following 
measures will be taken: Email addresses that participants opt to provide 
for the incentive lottery will be collected and stored separately from their 
survey responses so that contact information cannot be tied to survey 
responses. All data will be stored on a password- protected, encrypted 
server. To protect your confidentiality when results of the study are 
reported, the following measures will be taken: Email addresses will not 
be shared. Results will be reported in aggregate, with no demographic 
number values smaller than 10 reported in order to prevent deductive 
disclosure.  
How will information about you be protected?  
 
Although every effort will be made to keep research records private, there may 
be times when federal or state law requires the disclosure of such records, 
including personal information. This is very unlikely, but if disclosure is ever 
required, UNC-Chapel Hill will take steps allowable by law to protect the privacy 
of personal information. In some cases, your information in this research study 
could be reviewed by representatives of the University, research sponsors, or 
government agencies (for example, the FDA) for purposes such as quality control 
or safety.  
What if you want to stop before your part in the study is complete?  
You can withdraw from this study at any time, without penalty. The investigators 
also have the right to stop your participation at any time. This could be because 
you have had an unexpected reaction, or have failed to follow instructions, or 
because the entire study has been stopped.  
If you withdraw or are withdrawn from the interview, all data collected up until the 
point of withdrawal will be retained, however no additional information will be 
collected unless you provide additional written permission for further data 
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collection at the time of your withdrawal. Because we do not collect 
names or store contact information with survey responses, we cannot identify a 
specific survey response for deletion after you submit the survey. If you withdraw 
or are withdrawn from the interview, all data collected will be destroyed and no 
additional data will be collected. 
Will you receive anything for being in this study?  
Compensation  
After participating in the virtual interview, you will receive a $10 gift card.  
Will it cost you anything to be in this study?  
It will not cost you anything to be in this study.  
What if you are a UNC student?  
You may choose not to be in the study or to withdraw from the study at 
any time. This will not affect your class standing or grades at UNC-
Chapel Hill. You will not be offered or receive any special consideration if 
you take part in this research.  
What if you are a UNC employee?  
Taking part in this research is not a part of your University duties and 
refusing to participate will not affect your job. You will not be offered or 
receive any special job- related consideration if you take part in this 
research.  
Who is sponsoring this study?  
This research is being supported by UNC-Chapel Hill. Nadia Pacheco 
Amaro, the principal investigator of this study, is a graduate student at 
the School of Information and Library Science and is doing this research 
in her role as a student. As a volunteer,  
she contributed data for the design of the Durham One Call website for 
the City of Durham. This research study is using this website as part of 
the study. There is no plan to share any study results with the City of 
Durham / Durham One Call and if shared, the results would be general 
and publicly available.  
If you would like more information, please ask the researchers listed in 
the first page of this form.  
What if you have questions about this study?  
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You have the right to ask, and have answered, any questions you may 
have about this research. If you have questions about the study (including 
payments), complaints, concerns, or if a research-related injury occurs, you 
should contact the researchers listed on the first page of this form.  
Where can you obtain this form online?  
You can obtain a copy of this consent document for your records online at  
http://go.unc.edu/k3JWy.  
What if you have questions about your rights as a research participant? 
All research on human volunteers is reviewed by a committee that works to 
protect your rights and welfare. If you have questions or concerns about your 
rights as a research subject, or if you would like to obtain information or offer 
input, you may contact the Institutional Review Board at 919-966-3113 or by 
email to IRB_subjects@unc.edu.  
Participant’s Agreement:  
I have been read the information provided above. I have asked all the questions I 
have at this time. I voluntarily agree to participate in this research study.  
*Individual will verbally respond “Yes” or “No, I do not consent.”  
 
 
Appendix G. Interview Consent Form Spanish 
Universidad de Carolina del Norte en Chapel Hill Consentimiento para participar en un 
estudio de investigación Participantes adultos  
Fecha de versión del formulario de consentimiento: __8 / 9/2020 ____________ 
Estudio IRB # 20-1839 
Título del estudio: La población latina de Durham NC y su relación con Durham One Call 
Investigadora principal: Nadia Pacheco Amaro 
Departamento de investigación principal: Facultad de Ciencias de Información y 
Bibliotecas Número de teléfono del investigador principal: (919) 962-8366 
Dirección de correo electrónico del investigador principal: Nadia6pa@live.unc.edu 
Asesora de la facultad: Dra. Amelia Gibson 
Información de contacto de la asesora de la facultad: angibson@email.unc.edu 
Fuente de financiamiento y / o patrocinador: Facultad de Ciencias de Información y 
Bibliotecas, UNC Chapel Hill 
Número de teléfono de contacto del estudio: (919) 962-8366 
Correo electrónico de contacto del estudio: nadia6pa@live.unc.edu  
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RESUMEN CONCISO  
El propósito de este estudio de investigación es explorar la relación entre la población 
latina / latina de Durham N.C. y el servicio de informes que no son de emergencia de 
Durham, Durham One Call. Antes de esta entrevista, completó una encuesta. Después 
de completar la encuesta, lo invitamos a proporcionar su dirección de correo electrónico 
(que se mantendrá por separado) para participar en una breve entrevista en una fecha 
posterior. Durante esta entrevista, haremos de 9 a 10 preguntas abiertas. Esperamos 
que esta entrevista tome de 20 a 30 minutos de su tiempo. Una vez que hayamos 
completado la entrevista, compensaremos su tiempo con una tarjeta de regalo de $ 10. 
Habrán 5 personas entrevistadas en total. Los mayores riesgos de este estudio incluyen 
la posibilidad de perder la confidencialidad, pero puede optar por no responder a las 
preguntas que lo hagan sentir incómodo y no almacenaremos ninguna información que 
pueda identificarlo con las respuestas de su encuesta. Si está interesado en obtener más 
información sobre este estudio, continúe leyendo a continuación.  
¿Cuáles son algunas cosas generales que debe saber sobre los estudios de 
investigación?  
Se le pide que participe en un estudio de investigación. Participar en el estudio es 
voluntario. Puede optar por no participar o puede retirar su consentimiento para 
participar en el estudio, por cualquier motivo, sin penalización.  
Los estudios de investigación están diseñados para obtener nuevos conocimientos. Esta 
nueva información puede ayudar a las personas en el futuro. Es posible que no reciba 
ningún beneficio directo por participar en el estudio de investigación. Esperamos que los 
resultados de este estudio beneficien a la comunidad latina en Durham y en otras 
ciudades al brindarles a los investigadores una mejor idea de cómo y cuándo decidimos 
comunicarnos con nuestros gobiernos locales. También puede haber riesgos al 
participar en estudios de investigación. Decidir no participar en el estudio o abandonarlo 
antes de que se realice no afectará su relación con el investigador, su proveedor de 
atención médica o la Universidad de Carolina del Norte- Chapel Hill. Si es un paciente 
con una enfermedad, no tiene que estar en el estudio de investigación para recibir 
atención médica. 
Los detalles sobre este estudio se analizan a continuación. Es importante que 
comprenda esta información para que pueda tomar una decisión informada sobre su 
participación en este estudio de investigación.  
Puede imprimir una copia de este formulario de consentimiento. Debe preguntar a los 
investigadores nombrados anteriormente, o a los miembros de la facultad que puedan 
asesorarlos, cualquier pregunta que tenga sobre este estudio en cualquier momento.  
¿Cual es el propósito de este estudio?  
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El propósito de este estudio es recopilar información sobre la distribución 
equitativa e inclusiva de recursos de información en Durham, Carolina del Norte. 
Específicamente, estoy recopilando información sobre la población latina / latine de 
Durham N.C. y su relación con el servicio de informes que no son de emergencia de 
Durham, Durham One Call.  
Valoraría enormemente su participación en una breve entrevista para conocer más 
sobre sus experiencias con este servicio (incluso si nunca lo ha utilizado). Su 
contribución es importante para comprender cómo los gobiernos locales pueden servir 
mejor a sus electores. No debe participar en este estudio si no se identifica como latino 
/ latine / latinx y / o hispano; no tiene más de 18 años o no vive en Durham, N.C ..  
Procedimientos y tiempo previsto para completar  
Antes de esta entrevista, completó una encuesta. Después de completar la encuesta, lo 
invitamos a proporcionar su dirección de correo electrónico (que se mantendrá por 
separado) para participar en una breve entrevista en una fecha posterior. Durante esta 
entrevista, haremos de 9 a 10 preguntas abiertas. Esperamos que esta entrevista tome 
de 20 a 30 minutos de su tiempo. Una vez que hayamos completado la entrevista, 
compensaremos su tiempo con una tarjeta de regalo de $ 10. En total, habrán 5 
personas entrevistadas.  
Beneficios  
La investigación está diseñada para beneficiar a la sociedad mediante la obtención de 
nuevos conocimientos. Los beneficios para usted de participar en este estudio pueden 
ser que la información obtenida podría crear mejores prácticas para hacer llegar la 
información a los hispanohablantes y aquellos que no conocen este sistema, y garantizar 
un acceso más equitativo a la información.  
Riesgos  
Aunque se espera que los riesgos sean mínimos, es posible que sienta incomodidad al 
informar sobre circunstancias difíciles de la vida. El mayor riesgo es una violación de la 
confidencialidad debido a la sensibilidad de algunas preguntas. Puede optar por no 
responder a las preguntas que lo hagan sentir incómodo, y todas las respuestas de la 
encuesta se mantendrán confidenciales, el investigador las anonimizará y las guardará 
en una computadora y servidor protegidos con contraseña. Esto significa que sus 
respuestas no se pueden rastrear hasta usted. Además, sus respuestas se informarán en 
forma agregada.  
Para proteger la confidencialidad de los registros y datos del estudio, se tomarán las 
siguientes medidas: Las direcciones de correo electrónico que los participantes opten 
por proporcionar para la lotería de incentivos se recopilarán y almacenarán por 
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separado de sus respuestas a la encuesta para que la información de contacto 
no se pueda vincular a las respuestas de la encuesta. Todos los datos se almacenarán en 
un servidor cifrado protegido con contraseña. Para proteger su confidencialidad cuando 
se informen los resultados del estudio, se tomarán las siguientes medidas: No se 
compartirán las direcciones de correo electrónico. Los resultados se informarán de 
forma agregada, sin valores demográficos inferiores a 10 informados para evitar la 
divulgación deductiva.  
¿Cómo se protegerá la información sobre usted?  
Aunque se hará todo lo posible para mantener la privacidad de los registros de 
investigación, puede haber ocasiones en que la ley federal o estatal requiera la 
divulgación de dichos registros, incluida la información personal. Esto es muy poco 
probable, pero si alguna vez se requiere la divulgación, UNC-Chapel Hill tomará las 
medidas permitidas por la ley para proteger la privacidad de la información personal. En 
algunos casos, su información en este estudio de investigación podría ser revisada por 
representantes de la Universidad, patrocinadores de la investigación o agencias 
gubernamentales (por ejemplo, la FDA) con fines tales como control de calidad o 
seguridad.  
¿Qué sucede si desea detenerse antes de que finalice su participación en el estudio?  
Puede retirarse de este estudio en cualquier momento, sin penalización. Los 
investigadores también tienen derecho a detener su participación en cualquier 
momento. Esto podría deberse a que ha tenido una reacción inesperada, no ha seguido 
las instrucciones o porque se ha detenido todo el estudio.  
Si se retira o se retira de la entrevista, todos los datos recopilados hasta el momento del 
retiro se conservarán; sin embargo, no se recopilará información adicional a menos que 
proporcione un permiso adicional por escrito para la recopilación de datos adicionales 
en el momento de su retiro. Debido a que no recopilamos nombres ni almacenamos 
información de contacto con las respuestas de la encuesta, no podemos identificar una 
respuesta de encuesta específica para su eliminación después de que envíe la encuesta. 
Si se retira o lo retiramos de la entrevista, todos los datos recopilados se destruirán y no 
se recopilarán datos adicionales.  
¿Recibirá algo por participar en este estudio? 
Compensación 
Después de participar en la entrevista virtual, recibirá una tarjeta de regalo de $ 10.  
¿Le costará algo estar en este estudio?  
No le costará nada estar en este estudio.  
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¿Y si es estudiante de la UNC?  
Puede optar por no participar en el estudio o retirarse del estudio en cualquier 
momento. Esto no afectará su rango en la clase ni sus calificaciones en UNC-Chapel Hill. 
No se le ofrecerá ni recibirá ninguna consideración especial si participa en esta 
investigación.  
¿Qué pasa si es un empleado de UNC?  
Participar en esta investigación no es parte de sus deberes universitarios y negarse a 
participar no afectará su trabajo. No se le ofrecerá ni recibirá ninguna consideración 
especial relacionada con el trabajo si participa en esta investigación.  
¿Quién patrocina este estudio?  
Esta investigación cuenta con el apoyo de UNC-Chapel Hill. Nadia Pacheco Amaro, 
investigadora principal de este estudio, es una estudiante de posgrado de la Facultad de 
Ciencias de Información y Bibliotecas y está realizando esta investigación en su rol de 
estudiante. Como voluntaria, contribuyó con datos para el diseño del sitio web Durham 
One Call para la ciudad de Durham. Este estudio de investigación utiliza este sitio web 
como parte del estudio. No hay ningún plan para compartir los resultados del estudio 
con la ciudad de Durham / Durham One Call y, si se comparten, los resultados serían 
generales y estarán disponibles al público.  
Si desea obtener más información, consulte a los investigadores que figuran en la 
primera página de este formulario.  
¿Qué pasa si tiene preguntas sobre este estudio?  
Tiene derecho a hacer y obtener respuestas a cualquier pregunta que pueda tener sobre 
esta investigación. Si tiene preguntas sobre el estudio (incluidos los pagos), quejas, 
inquietudes o si ocurre una lesión relacionada con la investigación, debe comunicarse 
con los investigadores que figuran en la primera página de este formulario.  
¿Dónde puede obtener este formulario en línea?  
Puede obtener una copia de este documento de consentimiento para sus registros en 
línea en http://go.unc.edu/k3JWy.  
¿Qué sucede si tiene preguntas sobre sus derechos como participante de una 
investigación?  
Todas las investigaciones sobre voluntarios humanos son revisadas por un comité que 
trabaja para proteger sus derechos y bienestar. Si tiene preguntas o inquietudes sobre 
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sus derechos como sujeto de investigación, o si desea obtener información u 
ofrecer comentarios, puede comunicarse con la Junta de Revisión Institucional al 919-
966-3113 o por correo electrónico a IRB_subjects@unc.edu.  
Acuerdo del participante:  
Me han leído la información proporcionada anteriormente. He hecho todas las 
preguntas que tengo en este momento. Acepto voluntariamente participar en este 
estudio de investigación.  
___"Si" 
___ "No, no doy mi consentimiento"  
 
Appendix H. Interview Guide English  
Topic 1: Personal story – Background/Demographic 
1. Tell us something about yourself (your work, family, hobbies)  
2. How do you feel about your community in Durham?  
Topic II: Behaviors/Experiences using Durham One Call 
3. Have you ever contacted Durham One Call?   
4. Why did you contact Durham One Call? 
5. How did you find out about this service? 
6. What was your experience with this service like? 
Topic III: Barriers and factors for accessing Durham One Call  
7. Did you have any challenges when contacting Durham One Call?  
Topic IV: Experience with Durham’s Local Government 
8. What are your experiences with the City of Durham? 
9. What is your perception of the City of Durham? 
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Appendix I. Interview Guide Spanish 
Tema 1: Historia personal - Demográfico 
 
10. Cuéntanos algo sobre ti (tu trabajo, familia, pasatiempos) 
11. ¿Cómo se siente acerca de su comunidad en Durham? 
Tema II: Comportamientos / Experiencias usando Durham One Call 
12. ¿Alguna vez se ha puesto en contacto con Durham One Call? 
13. ¿Por qué se comunicó con Durham One Call? 
14. ¿Cómo se enteró de este servicio? 
15. ¿Cómo fue su experiencia con este servicio? 
Tema III: Barreras y factores para acceder a Durham One Call 
16. ¿Tuvo algún problema al comunicarse con Durham One Call? 
Tema IV: Experiencia con el gobierno local de Durham 
17. ¿Cuáles son sus experiencias con la ciudad de Durham? 
18. ¿Cuál es su percepción de la ciudad de Durham? 
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Appendix J. Social Media Posts English/Spanish 
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Appendix K. Flyers English/Spanish 
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Appendix L. Screenshot of the Website  
  
  
  
 
 
 
